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MNMpeaucnoBune

1 MOArOTOBINEH Accouuwauuein no ceptudpmkaumm «Pycckuin Peructp» (Accoumauusa «Pycckuia
Pervnctp») Ha ocHoBe cOBCTBEHHOTO NepeBoAa Ha PYCCKUIA 13bIK aHIMOA3bIYHON BEPCWMM CTaHOapTa, YKa3aHHOoro
B NyHKTE 4

2 BHECEH TexHun4eckum koMUTeTOM Nno cTaHgapTtusaumm TK 022 «MHbopmaymoHHble TEXHONOTMn»

3 YTBEPXOEH W BBEJEH B OEWCTBUE Mpukazom denepanbHOro areHTCTBA MO TEXHUYECKOMY
perynupoBaHunio 1 MeTponorui ot 7 gekabps 2021 r. Ne 1718-ct

4 Hacroawwuin cTaHoapT WAeHTUYEH MexayHapogHomy cTtaHpapty WCO/M3K 20000-1:2018(E)
«MHdopmaunoHHele TexHonorn. MeHeoxkmeHT cepsucos. Hactk 1: TpeboBaHMs K cucTeMe MeHemKMeHTa
cepsucos» (ISO/IEC 20000-1:2018 «Information technology — Service management — Part 1: Service
management system requirementsy», IDT)

5 B3AMEH roCT P NCO/M3K 20000-1—2013

lMpasuna npumeHeHUs Hacmoswe2o cmaHdapma ycmaHoseneHsl 6 cmamee 26 ®edepanbHo20 3aKOHa
om 29 utwoHa 2015 a. Ne 162-®3 «O cmaHOapmu3sayuu 8 Pocculickol @edepayuu». VMiHghopmayus 06 us-
MEHEeHUSX K Hacmosiwemy cmanoapmy nybriukyemcs 8 exea00HOM (10 COCMOsHUK Ha 1 SH8aps MeKywezo
200a) uHghopMayLUOHHOM ykaszamene «HayuoHanbHbie cmaHdapmei», a oghuyuanbHbIl mekem uaMeHeHul
U ronpasok — 8 eXemMecsYHOM UHGOPMayuOHHOM ykazamene «HayuoHanbHble cmaHOapmbi». B cryvae
nepecMompa (3aMeHbl) UIu OMMeEHbI HAaCmMosAWeao cmaHdapma coomeemcmeayruwee yeedoMmneHue 6ydem
onybnukosaHo & bruxaliwiem 8bIMyCcKe eXeMeCsYHOo20 UHGOPMaUUOHHO20 ykaszamens «HauyuoHanbHbie
cmaHOapmai». Coomeemcemeyrowjas uHgopmayus, yeedoMIeHuUe U Mmekcmbl pasMewarmes makxe 6 UH-
hopmayuoHHOU cucmeme obujeeo Monb308aHUs — Ha oghuyuansHoM calime @edepanbHO20 azeHmemea no
MexXHUYecKoMy pezynupogaHuU u Memponoauu 8 cemu MHmepHem (www.rst.gov.ru)

© S0, 2018
© Odopmnenune. PIreY «PCT», 2022

Hactoawmnn CTaHOdapT HE MOXeT BbITb NONMHOCTLIO UMW YaCTUYHO BOCMNpowun3BeneH, TMpaxmposaH 1 pac-
NMpoCTpaHeH B Ka4yecTBe ocbuu,maanoro n3gaHuns bez pas3peweHna GJe,qepaanoro dareHTcTtBa Nno TeXHN4eCKo-
MY perynmpoBaHu n MeTponorum
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BBepgeHue

Hactoswwmin ctaHgapT NOAFOTOBMNEH B LIENAX YTOYHEHWs TpebOoBaHWIA K YCTaHOBMNEHWUID, BHELPEHUIO,
noaaepXaHu W MNOCTOSHHOMY YIYYLIEHWK CUCTEMbI MeHemxmeHTa cepucoB (CMC). CMC copencTsytoT
MEHEIXKMEHTY XU3HEHHOrO LIMKIa CepBMCca, BKMKYAA NNaHUMpOBaHWe, NPOEKTUPOBaHWe, NepeHeceHne, no-
CTaBKy W ero yny4yweHue. CepBuWCbl, B COOTBETCTBMM C COrMacoBaHHbIM TpeboBaHUAM, ABMSKOTCA LEeHHbIMA
ONS KITMEHTOB, NMONb30BaTeNnen 1 opraHM3aunin, X NnpegocTaBnsaLWmX.

BHegpeHnne CMC aBnsieTcs cTpaTterMyeckMm pelleHMem opraHn3aninmn, Ha KOTOpoe 0Ka3blBakoT BNMSHNE
ee Lienun , OpraH ynpasneHus, a TakKe CTOPOHbI, 3a4eNCTBOBAHHbIE B XKM3HEHHOM LIMKIEe CEPBUCOB, U NoTpeb-
HOCTb B pe3ynbTaTUBHbIX U CTabUIbHbLIX CEpBUCaXx.

BHegpeHue M yHKLMOHMPOBAHWE CUCTEMbI MEHEOXXMEHTA CEPBUCOB BKMOYaEeT B cebs HenpepbiBHOE
HarnsaHoe X NpefcTaBneHue , ynpaBrneHue W NocTOSIHHOE yNy4dlleHWe, YTO NPUBOOMUT K pe3ynsTaTMBHOCTU U
ahdekTUBHOCTU. NoBbILWEHUE KaYyeCcTBa MeHeKMeHTa npumMmeHumo Kk CMC 1 cepeucam.

HacToswmit ctaHgapT He3aBUCKMM OT Kakoro-nubo KOHKpeTHoro pykosoacTea. OpraHmM3aumsa MOXeT Uc-
nons30BaTb KOMOMHALMIO 0BLENPUHATBIX PYKOBOACTE U NUYHLIA ONbIT. TpeboBaHWs, NPUBEAEHHbIE B HACTO-
AllleM cTaHAapTe, COrMacoBRaHkbl C LUMPOKO MCNONb3yeMbIMK METOAONOMMAMA ynydlleHus. [na nogaepxaHus
CMC MOxeT BbITb UCNONBb30BAH COOTBETCTBYHLLMA UMHCTPYMEHTaPUIA.

MCO/M3K 20000-2 npepcTtaBnsieT PYKOBOACTBO MO MPUMEHEHWKO CUCTEM MEHeOXMeHTa CepBu-
COB, BKMYas NpUMEpLI BapuUaHTOB COOTBETCTBMA TpebGOBaHWUAM, yKa3aHHbIM B HACTOALLEM cTaHaapTe.
MCO/M3K 20000-10 copepuT nHdopMaumio B OTHOLWEHUN BCex YacTen ctaHgapTos cepum MCO/M3K 20000,
NPenMyLLecTB, OWMBOYHbIX BOCNPUATAA U APYrMX COOTBETCTBYKOLWMX cTaHaapToB. B gononHeHve Kk Tepmu-
Ham, He WMCMNomnb3yeMbiM B HAacTOSALWEM CTaHOapTe, HO MCNOMb3yeMbiM B OPYrMX YacTAX CTaHOapTOB Cepun
MCO/M3K 20000, B MCO/M3K 20000-10 nepe4ncneHbl TEPMUHBI U ONpeaeneHns, BKIOYeHHbIe B HacTos-
LWWA cTaHaapT.

CTpyKTypa nyHKTOB (T.€. NOCNefoBaTeNbHOCTb MYHKTOB), TEPMUHLI, NPUBEAEHHbIE B . 3.1, a Takke MHO-
rme TpeboBaHMA 3aMMCTBOBaHbI U3 npunoxeHusa SL k KoHconugupoBaHHomy fononHenuno MCO k OupekTtu-
Bam MCO/M3K, HacTb 1, usBectHoro kak obuasa cTpykTypa BblcOKkoro yposHs (CBY) onsi ctaHOapToB CUCTEM
mMeHegxmeHTa. BHegpenue CBY nossonser opraHU3auMaM COrMacoBblBaTb MMM MHTENPUPOBATE HECKOMNbKO
cTaHZapToB cucTemM MeHedxMeHTa. Hanpumep, CMC moxeT ObiTb MUHTETPUPOBaHA C CUCTEMO MEeHEeOXKMEHTA
KayecTea, ocHoBaHHoM Ha MCO 9001, nnu cuctemMon MeHegKMeHTa MHhOPMaLMOHHOM Be30MacHOCTM, OCHO-
BaHHoM Ha MCO/M3BK 27001.

PucyHok 1 unnioctpupyet CMC ykasaHuem cogepaHus MyHKTOB HacTosALero ctaHgapra. PucyHok 1
He npencTaBnsieT CTPYKTYPHYH Mepapxui, NOCnedoBaTensHOCTE UMW YPOBHU MonHomouuid. B HacTosLem
cTaHOapTe He codepXutca TpeboBaHWA OTHOCMTENBHO 06A3aTeNBHOrO NPUMEHEHWS ero CcTpykTypbl kK CMC
opraHv3auuun. Takxke oTCyTCTBYET U TpeboBaHMe 3aMeHbl TEPMUHOB, UCMOMb3YEMbIX OpraHu3auneil, Ha Tep-
MUHBI, UCMONb3yeMble B HacTosllLLeM cTaHaapTe. OpraHuzauusa BnpaBe BbibpaTb MCMONb30BAHUE TEPMUHOB,
noaxodsaWwmx ona ee AeATenbHOCTHU.

CTpyKTypa NyHKTOB HanpaereHa Ha NpegocTaBneHue CBA3HOM npe3eHTauun TpeboBaHui, a He Mogenu
AN JOKYMEHTUPOBAHUA MONWTUKK, Lienei n npoueccoB opraHv3aumn. Kaxaas opraHusauusa Bnpaee Bbibu-
paTb crnocob obbegnHeHnsa TpeboBaHWA B CBOWM NpoLecchl. B3anMOOTHOLIEHUS KaXKOoW opraHu3auum ¢ ee
KIMEHTaMu, Nonb30BaTensM1M M NPOYMMM 3aUHTEPECOBaHHBIMW CTOPOHAMK BMUAIOT HA BHEApPEHWE npoLec-
coB. OgHako CMC, npoekTvpyemas opraHm3auuen, He MOXEeT UCKNoYaTh Kakux-nnbo TpeboBaHui, cogepxa-
LLIMXCS B HACTOALWEM cTaHgapTe.
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MoTtpebuTenu
(BHYTpPEHHWE
W BHELUHWE)

TpebosaHua
CepBvcoB

Cepsucsl

CUCTEMA MEHEIXKMEHTA U CEPBUCOB (CMC)

CPEJA OPrAHU3ALIUK
o OpraHuzauus 1 ee cpena e 3auHTepecoBaHHbIe CTOpOoHLl  OBnacte CMC ¢ YcTanoeneHne CMC

NWBEPCTBO
*JluaepcTeo U NPUBEPKEHHOCTL & MonuTiKa e CYHKUMKM, OTBETCTBEHHOCTL M NOMHOMOYMA

MNAHUPOBAHWE
e Puvcku v BoamoxHOCTH e Llenu e MnaHupoeanue CMC

CPENCTBA OBECNEYEHWA CMC
o Pecypchl « KoMneTeHTHOCTE  OCBEOMNEHHOCTL ® [lOKYyMEHTUPOBaHHAA MHOPMALIMA @ 3HaHUA

SYHKUWOHUWPOBAHUE CMC
MNAHUPOBAHWME OTHOLWEHKWA NPOEKTUPOBAHWE, MOCTPOEHWE
W YTIPABIIEHWE N COMALWLEHWE W NEPEHECEHWE CEPBMCOB
AEATENBHOCTBLIO * MeHEMKMEHT JenoBbIX « YNpasneHue UIMeHeHUAMM
NOPT®ONNO CEPBMCOB OTHOLLEHMA + MMPOEKTMPOBAHNE 1 NEPEHECEHNE CEPBUCOR
+ MpeaocTasnenne cepsucos * ﬂir;ml:em YPOBHsI + YNpaBneHne penusamu i BHeapeH1em

* MNnaHWpoBaHWe CepBncoB

* YnpaBneHue CTOpoHamu,
3a[1eNCTBOBAHHLIMU B
XW3HEHHOM LMKIe CepB1COB

* MeHepmen karanora CMPOC W NPEANOXEHWE

« MeHeKMEHT NOCTABLIMKOB PASPELIEHWE WU OCYLWECTBNEHME

* Ynpaenexne UHUMAEHTaMK
* YnpaeneHue 3anpocamu Ha CepBUCHI
+ YnpaeneHue npobnemamu

CepBUCOB
O « BIOfpIETUPOBAHHE W YIeT OBECMEYEHVE CEPBVICOB
* MHEQKMEHT 3aTpar Ha cepBUChI * YnpaeneHue A0CTYNHOCTLIO CePBUCOB
KOHMrypaLMiA * YnpasneHue cnpocom * YnpasneHue HenpepbIBHOCTLIO CePBUCOB
« YnpaeneH1e MOWHOCTAMM * MeHemKMeHT MHPOpMaLMOHHOI Be3onacHoOCTLI0
OLIEHKA PE3YNbTATOB OEATENbHOCTHU YNYYLWEHUE
* MOHWTOPWHT, M3MepeH1e, aHan1a 1 oLeHKa « HecooTBETCTBUA W KOPPEKTUPYIOLIME AEHCTEBUA
* BHyTpeHHUin ayauT ¢ MocTOAHHBIE YNYyHLUEHUA

+ AHaIK3 CO CTOPOHBI PYKOBOACTBA
+ OT4ETHOCTL N0 CEepBUCaM

PucyHok 1 — CuctemMa MeHeaXMeHTa CeEpB1COB
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HAUMWOHANBbBHBIA CTAHOAPT POCCUMNUCKON ®EQOEPALUNMU

WH®OPMALMUOHHBLIE TEXHONOTUW.
MEHEOXMEHT CEPBUCOB

YacTtb 1

TPEGOBBHMH K CUCTeMe MeHeOXXMeHTa CepBUCOB

Information technology. Service management. Part 1: Service management system requirements

Oata BBegeHuna — 2022—04—30

1 Obnactb NnpumMeHeHUsA

1.1 O6wme nonoxeHus

HacTtoswuin ctangapT onpefensieT TpeGoBaHUs K OpraHu3auusamM no YCTaHOBMNEHUIO, BHEAPEHWH, Noa-
OEPKAHWUIO U MOCTOSAHHOMY YIyHLLEHWUIO cCUCTeMbl MeHegkMeHTa cepBucoB (CMC). TpeboBaHus, ykasaHHbIe
B HaAcTosALleM cTaHdapTe, BKMYalT B ceba nnaHWpoBaHWe, NMpoekTUpoBaHWe, NepeHeceHune, NocTaBky U
yryylleHne cepBUCOB ANs BbINOMHEHUA TpeboBaHWUA CEPBUCOB U NPUHECEHUS Beiroabl. HacTtoawmin ctaHaapT
MOKET ObITb MPUMEHEH:

a) KNMEHTOM, XENatLWmnM Nofy4YnTs CEPBUCHI U TPEBYIOLUM rapaHTUin COOTBETCTBUS 3TUX CEPBUCOB C
TOYKM 3PEHUS Ka4yecTBa;

b) knneHTOM, TPEBYOWNM NPUMEHEHWUS NMOCNENOBaTENBHOMO NOAX0AA K KU3HEHHOMY LIMKIY CEPBUCOB
BCEMM NOCTaBLLMKAMW YCNYT, BKIOYAs NOCTaBLLMKOB B LIeNU NOCTaBOK;

C) opraHusauuen ans gemMoHCTpaLMm CBoUX cnocoBHOCTel B NNAHMPOBAHUK, NMPOEKTUPOBaHUU, nepe-
HECEHUW, NPEAOCTaBNEHUN U YNYHLLUEHUA CEPBUCOB;

d) opraHusaumein ans MOHUTOPUHra, U3MepeHus 1 aHanuaa csoeil CMC u cepBuUcos;

e) opraHmsauuen gna ynyyweHus nnaHupoBaHUs, NPOEKTUPOBAHUS, NepeHeceHus, NPeaoCTaBMNeHUs 1
yMy4leHNs CepBUCOB NOCPEaCTBOM pPe3ynbTaTUBHOMO BHeAPeHus U hyHKUMoHUpoBaHus CMC;

f) opraHuzaLumein Unv MHOM CTOPOHOW, OCYLLECTBIALLEN OLEHKN COOTBETCTBUA TpeBoBaHUsAM, YKa3aH-
HbIM B HAcTOSILLIEM CTaHOapTe;

g) opraHu3auuen, npegocTasnatowen oby4yeHne unm KoHcynbTauun B 06rnacti MeHegKMeHTa CEPBUCOB.

TepMUH «CepBUC», UCMOMb3YOLWMIACS B HACTOSLLEM CTaHOapTe, OTHOCUTCA K cepeucy(am) B obnactu
CMC. TepMuH «opraHusalmsi», UCNONb3YOLWKUIACH B HACTOALLEM CTaHOapTe, OTHOCUTCS K opraHu3auuu B ob-
nactn CMC, koTopas ynpaensieT U npefocTaBnsaeT cepBuchl knneHtam. Opranunsaums B obnactu CMC moxeT
ABMATLCA YacTbio Bonee KpymnHOW OpraHu3auuu, Hanpumep oTAenom Gonblioi koprnopauuu. OpraHusauus
WK YacTb OpraHM3aunm, KoTopas ynpaenseT U NpeaocTaBnseT CePBUC UMW CEPBUCHI BHYTPEHHUM UMW BHELU-
HUM KNMeHTaMm, MOXEeT TakKe Ha3blBaTbCH NOCTaBLUMKOM CepBMUCOB. JTloboe ncnonb3oBaHne TEPMIMHOB «Cep-
BUC» UMW «OpraHn3aums» ¢ U3BMeHeHHbIM CMbICTIOM YETKO pasnuMyaeTcs B HAacTOsILEM cTaHgapTe.

1.2 NMpumeHeHue

Bce TpeGOBaHMﬂ, npueeneHHble B HAacToALWeM CTaHaapTe, ABMAKTCA CTaHAaAaPTHbIMW W NpedHa3Ha4YeHbl
ona npyMeHeHua KO BCeM opraHusauuam, He3aBUCUMMO OT TUNa, pa3Mepa W Xapakrtepa npeaoctaBlndeMblX
CepBUCOB. WcknioueHne kakux-nubo TDEGOBEHMFI 13 pasgenos C 4 no 10 HeJonyctMMmo B ChnydadX, Korga
opraHnaauna 3aAaBiideT 0 CBOEM COOTBETCTBUX HACTOALLEMY CTaHOApPTY, HE3AaBUCUMO OT TUMNa opraHn3auunun.

W3paHue ochmumnanbHoe
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CooteeTtcTBue TpeboBaHUsAM, NpMBEAEHHLIM B HACTOALLEM CTaHAapTe, MOXeT ObiTb MPOOEMOHCTPUPO-
BaHO CamMoi opraHusaunen HanM4nem CBUAETENLCTB BbINOMHEHWSA BCEX 3TUX TpeboBaHuiA.

Cama opraHu3auus JeMOHCTPUPYET COOTBETCTBME pa3genam 4 u 5. OQHako noadepikky opraHuzaumy
MOFYT OKa3blBaTb M ApyrMe CTOpOHbI. HanpuMmep, Apyrasa cTopoHa MOXeT NpoBoOUTL BHYTPEHHME ayauTbl OT
nvua opraHusauuu Unu cogencteoearth B nogrotoeke CMC.

B opyrux cny4asx opraHvM3aums MOXeT NpoAeMOHCTPUPOBaThL CBMAETENLCTBA COXPaHEHUSA OTBETCTBEH-
HOCTW 3a BbINONHEeHWe TpeboBaHWIA, YKa3aHHbIX B HAacTOsLEM CTaHOapTe, U CBUMOETENbCTBA ynpaBreHus B
crny4yae NpuBNeYeHUss APYrmx CTOPOH K BbIMONHeHWo TpeboBaHuin nyHkToB 6—10 (cm. 8.2.3). Hanpumep, op-
raHn3auums MoXeT NpoA4eMOHCTPUPOBaThL CBUAETENbCTBA YNpaBNeHUs Opyroi CTOPOHOW, NpedocTaBnsaLLein
KOMMOHEHTbI MHPPACTPYKTYPHbIX CEPBUCOB UMM TEXHUYECKYHO NOAAEPXKKY, BKMOYaA Npouecc ynpasrneHns UH-
UmMaeHTamum.

OpraHusaumss He MOXET OEMOHCTPMpPOBaTb COOTBETCTBME TpeboBaHWAM, yKa3aHHbIM B HACTOALLEM
cTaHgapTe, ecnv Apyrve CTOPOHbI MCNONbL3YHTCA ANA NpeaocTaBNeHnsa UM ocyLLLeCTRNEHNS BCEX CEPBUCOB,
X KOMMOHEHTOB WUNu npoueccoB B obnactu CMC.

O6nacTb NpMMEHEHWS HACTOALLEro cTaHAapTa UCKMYaeT cneuyudukaumio onsg npogykuum Uim UMHCT-
pymeHToB. OHaKo HACTOSALLMIA CTAHOAPT MOXET BbITh MCMONbL30BaH ANA COAENCTBMSA B paspaboTke unv npu-
obpeTeHun NpoayKUMA MMM MHCTPYMEHTOB, NOAAEPXKUBAKLWMX dyHKLMOHMpoBaHWe CMC.

2 HopmaTuBHbIE CCbINKKU

B HacToswWwem CTaHOapTe HOPMAaTUBHbIE CChIJTIKKM OTCYTCTBYHT.

3 TepMuHbLI U onpepeneHusn

B HacTosilem cTaHgapTe NPUMEHEHbI cCneayoLmMe TEPMUHbI C COOTBETCTBYOLWLMMU ONpeaeneHusiMu.

NCO n M3K nogaepxunBaloT TepMuHonornyeckue 6asebl AaHHbIX ANS NPUMEHEHUs B cepe cTaHaapTu-
3auumM No cnegyLum agpecam:

- oHnanH-nnatgpopma NCO; koTopas gocTynHa no ccbinke: https://www.iso.org/obp;

- Onexktponegusa MO3K: http://www.electropedia.org/.

3.1 TEpMHHbI, OTHOCHAUWMeCHA K CTaHOAapTaM CUCTeMbl MeHeOXMeHTa

3.1.1 aygwmT (audit): CuctemaTuyeckuin, He3aBUCHUMbIA U OOKYMEHTUpyeMbld npouecc (3.1.18) nonyue-
HWA CBUOETENLCTR ayamTa U X 06beKTUBHOIMO OLEHMBAHWA AN YCTAHOBMEHWA CTEMNEHW COOTBETCTBUA KpUTe-
pusim ayguTa.

MpumevaHusa

1 AyouT MOXeT ObiTb BHYTPEHHUM (ayguT NepBOr CTOPOHLI) UMM BHELUHAM (ayaWT BTOPOW UM TPETbEW CTOPOHbI),
a TaKke MoxeT OblTb KOMOWHUPOBaHHLIM (06begUHAKLLMM ABe Unk Bonee gUCUMMNNHBI).

2 BHyTpeHHWIA ayguT npoBoauTcs caMmol opraHusaumen (3.1.14) unn BHeWHeN CTOPOHON OT ee nuua.

3 «CeupetenscTBa ayguta» U «kputepun ayguta» onpegeneHsl B ISO 19011.

3.1.2 koMneTeHTHOCTb (competence): CNOCOBHOCTL NPUMEHATL 3HAHUA U HaBLIKW ANs OCTUXEHWS
HaMeueHHbIX pe3ynLTaTos.
3.1.3 cooteeTtcTBMEe (conformity): BeinonHeHue TpeboBaHus (3.1.19).

MpumevaHusa

1 CooTBeTCcTBME OTHOCUTCA K TpeboBaHUAM HaCTOSLLEro cTaH4apTa, a Takke TpeboeaHuaMm CMC opraHusauumn.

2 WcxogHoe onpepeneHne, npuBegeHHoe B npunoxeHun SL, 6eino mogudmumpoBaHo nocpeacTsom gobasneHus
npumeyaHus 1.

3.1.4 noctosiHHOe yny4weHue (continual improvement): MoBTopAOLLAACA AEATENLHOCTE NO ynyYlle-
HUIO (PyHKLUMOHMpoBaHKA (3.1.16).

3.1.5 koppekTUpylowee peucTBue (corrective action): [eiicTBue, npeanpuvHATOe ANS YCTpaHEHUs
NMPUYUHBI UM CHUXKEHWUSI BEPOATHOCTM MOBTOPHOIO BO3HWMKHOBEHWSA BbISIBIIEHHOro HecooTBeTcTBusA (3.1.12)
UInu Opyron HexenaTtensHON CMTyauuu.

MpumeyvaHue— McxogHoe onpeneneHne, npuBeAeHHOe B npunoxenuu SL, 6eino mognduumposaHo nocpea-
CTBOM JoDaBneHus TekcTa: «OeWcTBue, NpednpuHATOe ANs YCTPaHeHWs NMPUYKMHBI HECOOTBETCTBUSA W NpedynpexaeHus
€ro NOBTOPHOTO BO3HWKHOBEHUS®.
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3.1.6 mokymeHTMpoBaHHasa uHdgpopmauusa (documented information): MHdopmMaumna, koTopas gomkHa
ynpaBnATbCcA W noaaepxusBaTbcs opraHunsaumein (3.1.14), n HocUTenb, KOTOPbLIA €8 COOEPKUT.

Mpumep — Monumuku (3.1.17), nnaHbI, onucaHus npouyeccos, npouyedyps! (3.2.11), coenaweHus 06 ypoeHe
cepaucos (3.2.20) unu dozoeopkl.

MpumevyaHus

1 OokymeHTvpoBaHHas uHpopmauua moxeT BbiTe Ntoboro dopmara 1 nonyveHa u3 noboro MCTOYHKUKAE.

2 [okymeHTMpoBaHHas MHGOPMALMA MOXKET OTHOCUTBCS K:

- cucTeme MeHemkmeHTa (3.1.9), BKNovas CooTBETCTBYOLWME npoueccsl (3.1.18);

- MHpopMauuK, co3gaHHoW Ans yHKLUMOHUPOBaHWA OpraHvM3auum (oKymMmeHTauus);

- CBMAETENbCTBaM AOCTUTHYTLIX pesynbstatos (3anucu (3.2.12)).

3 WMcxogHoe onpeneneHune, NpuBeaeHHoe B NpunoxeHun SL, 6eino moguuumposaHo nocpeacteom gobasneHus
NpYMepOB.

3.1.7 pezynbratuBHOCTh (effectiveness): CteneHe peanusauuy 3annaHUpPOBAHHOW AeATENbBHOCTU U
OOCTUXEHWUS 3anNaHUPOBaHHbBIX pe3ynbTaToB.

3.1.8 zanHTepecoBaHHas cTopoHa (interested party): Nuyo nnu opraHnsauus (3.1.14), kotopbie MoryT
BO3[AEMCTBOBATL, ObiTb MOABEPKEHHLIMUW BO3AEWCTBUIO UNW BOCMPUHMMATL cebsa B KayecTBe NOABEPKEHHBIX
BO3OENCTBUIO pELUeHUs UMM OesATeNbHOCTH, oTHocAlencs K CMC (3.2.23) unm cepeucam (3.2.15).

MpumevyaHuns

1 Mo OTHOLIEHWIO K OpraHM3aLMy 3aMHTEPECOBaHHAA CTOPOHA MOXET ObITh BHYTPEHHEN UM BHELLIHEN.

2 3auHTepecoBaHHble CTOPOHbI MOTYT BKMOYAThL YacTy opraHu3aumuy 3a npegenamu obnactn CMC, notpebutenei
(3.2.3), nonb3oBarenen (3.2.28), coobLLECTBO, BHELUHMX NOCTaBLUMKOB (3.2.4), perynvpytoLme opraHbl, rocy4apcTBEHHbIE
OpraHvn3aLyy, HenpaBUTENbCTBEHHbLIE OPraHU3aLMK, MHBECTOPOB UM COTPYAHMKOR.

3 B cny4asx, Korga 3aMHTepecoBaHHbIe CTOPOHLI YKasaHel B TpeboBaHmsax (3.1.19) HacToALlero ctaHgapTa, 3auH-
TEPECOBaHHbIE CTOPOHLI MOTYT Pa3nuyaTbca B 3aBUCMMOCTW OT KOHTEKCTa U TpeboBaHus.

4 WcxogHoe onpeneneHue, NpYBEOeHHOE B NpunoxeHun SL, 66ino moanduumMpoBaHo NoCcpeacTBOM yaaneHus 4o-
nyckaemMoro TepMuHa «CTerkxongep», gobaeneHuns «oTHocaAwenca K CMC unu cepeucam» K onpegeneHuio 1 gobaeneHus
npumeyaHuin 1, 2 n 3.

3.1.9 cuctema meHemxMeHTa (management system): COBOKYNHOCTb B3aUMOCBA3aHHLIX UMK B3aUMO-
OENCTBYIOLLMX aneMeHTOB opraHu3sayum (3.1.14) ona paspabotkn nonutuk (3.1.17), uenen (3.1.13) n npouec-
coB (3.1.18) ona OCTMXEHWS 3TUX Lienen.

MpumevyaHunsa

1 Cuctema MeHeaKMeHTa MOXET OTHOCUTLCH K OOHOW UMW HECKOMBKUM OUCLIMNITMHAM.

2 3nemeHTbl CUCTEMbI MEHEKMEHTA BKIMHOYAKT CTPYKTYPY OpraHv3auuvn, ponv U OTBETCTBEHHOCTb, NNaHupoea-
HWe, (PYHKLMOHMPOBaHWUE, MONMUTMKK, LENW, NraHbl, npouecckl 1 npouenypsl (3.2.11).

3 ObnacTb NPMMEHEHWS CUCTEMbI MEHEIKMEHTa MOXET 0XBaTblBaTh BCIO OpraHM3auunio, onpeaeneHHble qyHKLMKn
opraHvu3auuuv, onpeneneHHbIe YacTu opraHnsauny, oaHy unw Gonee yHKLWIA B rpynne opraHusauui.

4 WcxogHoe onpegeneHune, NpUBEAEHHOE B NpUNoXeHun SL, Gbino mogumMumpoBaHo NoCpeacTBOM pasbACHEHUSA
TOrO, YTO CUCTEMA ABMSETCA CUCTEMON MEHEIKMEHTA U NEPEYUCTIEHNS ANEMEHTOB B NPUMeYaHum 2.

3.1.10 uamepeHue (measurement): MNMpouecc (3.1.18) onpegeneHna BEMUYUHEIL.
3.1.11 moHuTopuHr (monitoring): OnpegeneHne cTatyca cucTeMel, npouecca (3.1.18) unu Buga ges-
TENbHOCTH.

MpunmeyaHwe— [na onpegeneHus cTatyca BO3MOXKHA HEOBXOAUMOCTL NPOBEPKM, HAA30pa UMK KPUTUYECKOTO
HabnaeHns.

3.1.12 HecootBeTcTBME (nonconformity): HeBbinonHeHne TpeboBaHmsa (3.1.19).

MpumeyaHwne — HecooTBeTCTBME OTHOCUTCA K TPEOOBaHMAM HACTOSLLErO CTaHAapTa, a Takke TpeboBaHusaM
MC opraHuzaumn.

3.1.13 uenb (objective): Peaynsrar, KOTopbI JOMKEH ObITh AOCTUTHYT.

MpumevyaHus

1 Uene moxeT BbiTh CTpaTerM4yeckon, TakTUYECKOW U onepaTyuBHON.

2 Lenn moryT oTHOCWUTBCS K PasHbIM AUCLMMNMHAM [Takum kak dMHaHCOBbIE Lenu, Lenu B obnact 300opoBba U
6e30nacHOCTH, MEHEQXKMEHTAa CepBMCOB (3.2.22), a TakKe 3KOMorM1] U MoryT NPUMEHATBLCA Ha PasHbiX YPOBHAX [Hanpu-
Mep, CTpaTerM4eckom, opraHusaumu, cepeuca (3.2.15), npoexta, npoaykuuu u npouecca (3.1.18)].
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3 Llenb mMoxeT ObITb BbipaXeHa pasHbiMK crnocobamu, HanpuMep B BUAE OXWOAEMOro pesynsrara, HamepeHws,
KpuTepusi paboThl, Lenu B obrnact MEHEIKMEHTa CEPBUCOB UMW APYTMMK CIOBAMW CO CXOXUMM 3HAYEHUAMU (Hanpumep,
LerneBas YCTAHOBKa, 3ajaHHasa BeNnvMyMHa, 3agada).

4 B koHtekcte CMC (3.2.23), uenn B obnactv MeHeQXMeHTa CEPBUCOB YCTAHABNUBAKTCA OpraHu3auuei B cooT-
BETCTBUM C NONUTUKOK (3.1.17) B 0Bnactu MeHeMKMeHTa CepBUCOB A8 JOCTUXEHUS onpedeneHHbiX pesynsraTos.

5 KMcxogHoe onpenenexve, npUBedeHHoe B NpunoxeHun SL, 6uino mogndmumnpoBaHo nocpeactTeom gobaeneHuns
«MEHE[)KMEHT CEPBUCOBY» W «CEPBUCH K MPUMEYHaHMIO 2 K ONpeaeneHunto.

3.1.14 opraHu3sauus (organization): Jluuo nnu rpynna nogen, BbiMOMHAKLWMX CBOM PYHKUUKW, UMED-
LUWMX OTBETCTBEHHOCTb, MOJIHOMOYMSA 1 B3AaUMOOTHOLLEHWUS ANSA AOCTUXKEHUs cBoux Lenen (3.1.13).

MpumevaHus

1 MNoHATWMe opraHM3aumu BKMNYaeT B cebs, HO He OrpaHVWYMBaETCA CMenyrLWUMM NpUMepaMn: UHAWBUOYarbHbIA
npeanpuHMMaTenb, KOMNaHusa, Koprnopauus, dvpma, npeanpustue, opraH BNacT, TOBapULLECTBO, BnaroTBopuTensHoe
yYpexaeHue, a TakKe UX YacTb UNKU nx 00beanHeHWe, ABNAOLWLMECA OPUONYECKUM NTULOM UMW HET, rOCYAapCTBEHHbIE UMK
YacTHbIe.

2 OpraHuzauus Unv YacTb OpraHu3auuu, KoTopas OCYLLECTBNAET MEHEIKMEHT 1 nocTaBky cepBuca (3.2.15) unu
CEPBMUCOB BHYTPEHHUM WIMWM BHELUHUM KnNueHTam (3.2.3), MMeHyeTCsa NoCcTaBLMKOM cepBucoB (3.2.24).

3 Ecnu obnacte CMC (3.2.23) oxBaTbiBaeT TOMNbBKO YacTb OpraHu3auuu, TEPMUH «OpraHusauusa» fnpu MCcnonb3o-
BaHWUW B HacTosiLeM CTaHJapTe OTHOCUTCH K YacTW opraHu3auuu, sxogsiein B obnacte CMC. Jlioboe vcnone3oBaHue
TEPMMHA «OpPraHM3aLusa» ¢ MHBIM HAMEPEHWEM YETKO pasrpaHuYeHo.

4 VcxogHoe onpegeneHune, NnpuBedeHHoe B npunoxeHuu SL, 6bino moguduumpoBaHo nocpencTeomM AobasneHus
npuMedaHun 2 u 3.

3.1.15 nepepaTb Ha ayTcopcuHr (outsource ): 3akfO4YeHWe CormnalleHns, B COOTBETCTBUU C KOTOPLIM
BHeLUHASA opraHn3auus (3.1.14) BeINONHAET YacTb hyHKUMA Ny npouecca (3.1.18) opraHuzauun.

MpumMmeyaHune— BHelWHss opraHn3auma He BxoguT B obnacte CMC (3.2.23), xoTa nepegaHHas Ha ayTCOPCUHI
chyHKUMA UM Npouecc nognazakT nog obnacts.

3.1.16 pe3ynbTaThl geATensHOCTU (performance): MamepuMbIin UTOT.

MpumevaHus

1 Pesynerartbl 4eATENBHOCTA MOTYT OTHOCUTLCA K KONMYECTBEHHLIM 1M KAYECTBEHHBLIM MOMNYyYeHHBIM OaHHbIM.

2 Pesynbrathl 4eATENBHOCTM MOMYT OTHOCUTLCA K MEHEMXKMEHTY OAeWCTBMIA, npoueccam (3.1.18), npoaykuun, ycny-
ram (3.2.15), cuctemam vnu opraHmsaumam (3.1.14).

3 KMcxogHoe onpeneneqve, NpuUBedeHHOE B NPUNOXeHuK SL, Gbino mogndmnumnpoBaHo nocpeacTeom JobaeneHns
TEPMMHA «CEPBUCHI» B NpUMEYaHun 2.

3.1.17 nonutuka (policy): HamepeHusa u HanpaBneHwe opraHusauum (3.1.14), DOKYMEHTUPOBAHHO
chopMynMpOBaHHbIe ee BbICLUMM pykoBoAcTBOM (3.1.21).

3.1.18 npouecc (process): CoBOKYNMHOCTb B3aUMOCBA3AHHbLIX UMW B3avMOAENCTBYHOLMX BUOOB des-
TEeNbHOCTH, UCNOMb3YIOW WX BXOAHbIE AaHHbBIe ANA NONYYEHUA HAMEYeHHOro pesynesTaTa.

MpumevaHusga

1 B 3aBMCMMOCTM OT KOHTEKCTa «HaMe4eHHbIA peaynsTaT» NpoLecca Ha3blBAeTCH BbIXOAHLIMUA AaHHLIMW, NPOOYK-
uuen nnu cepeucom (3.2.15).

2 BxofgHbIMW faHHbIMU ANs npouecca 06bI4HO ABMATCA BbIXOAHBIE AaHHBIE APYIMX NPOLECCOB, a BbIXOAHEIE AaH-
Hble NMPOLIeCCOB 00bIYHO ABNAIOTCA BXOAHBIMKW AaHHBIMK ANS APYTMX NPOLECcCoB.

3 [Ba n Gonee B3aMMOCBA3aHHbIX U B3aVMOLEWCTBYIOLLMX NMPoLEecca COBMECTHO MOMYT Takke paccMaTpuBaTbCs
Kak npouecc.

4 TMpoueccol B opraHnsauum (3.1.14), kak npaBuno, NNaHUpyTCa U OCYLLECTBNAIOTCA B yNpaBnaeMblX YCNOBUAX C
Lenbio gobaBneHns LeHHOCTH.

5 WcxopHoe onpegeneHune, npuBeaeHHoe B npunoeHny SL, Bb1no M3MeHeHo ¢ «COBOKYNMHOCTb B3aMMOCBA3aHHbIX
UNW B3aMMOOEWCTBYIOLWMX BUOOB AeATENbHOCTH, NpeBpallalolmx BXOAHbIE B BbIXOOHbIe AaHHbIe». McxogHoe onpede-
neHuve, NpuBegeHHoe B npunoxeHun SL, Bbino Takke MoauuuMpoBaHo NocpeacTBoM aobasneHms npumedaHuin 1—4.

[McToYHMKOM NepecMOTPEeHHbIX onpeaeneHuin npuMmedadnin 1—4 asnsaetca MCO 9000:2015, 3.4.1]
3.1.19 TpeboBanue (requirement): NoTpebHOCTL NN OXMOAHUE, KOTOPOE YCTAHOBMNEHO, 0BbIYHO Npea-
nonaraeTcs Unu ABnNAeTca obAsaTernbHbIM.

MpumevaHusa
1 Cnoea «0bbl4HO NpegnonaraeTca» 03Ha4aKT, YTo 3TO ObLEenpMHATaA NpakTuka opraHm3auun (3.1.14) n sanHTe-
pecoBaHHbIX cTOpoH (3.1.8), uTo paccmaTtpuBaemMble NOTPEBHOCTH U OXUOAHMA NpeanonarakTcs.
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2 KoHKpeTHbIM TpeboBaHMEM ABMNAETCA Takoe TpeboBaHWe, KOTOPOE ONpPedeneHo, HanpumMep, B AOKYMEHTUPOBaH-
HOW uHpopmaumm (3.1.6).

3 B koHTekcte CMC (3.2.23) TpeboraHua cepBncoB (3.2.26) OOKYMEHTUPYIOT M COMMacyloT, @ He NpOCcTo Npeano-
naratT. Kpome Toro, BO3MOXHO Hanuyune gpyrix TpeboBaHuii, Takux Kak 3aKoHO4aTeNbHbIE M HOPMaTUBHbIE.

4 VcxogHoe onpenenexdune, NpuBedeHHoe B npunoxeHun SL, 6eino moguduumpoBaHo nocpeacTeoM nobasneHus
npumeyaHus 3.

3.1.20 pwmck (risk): BnuaHne HeonpegeneHHOCTL.

MpumevyaHusa

1 BnusaHue BbipaxaeTcsa B OTKIIOHEHWW OT OXMOAEMOro peaynsrara — NoNoXUTENLHOM UMM OTPULIATENBHOM.

2 HeonpepeneHHOCTb ABMAETCHA COCTOAHMEM, CBA3aHHBLIM C HEAOCTaTKOM, Aaxe YacTUYHO, MHCDOpMaL UK, MOHMMAa-
HWS UMW 3HAHWA O cOBLITUK, ero NOCNEACTBUSX UMK BEPOSITHOCTHU.

3 Puck vacto onpeensitoT Mo OTHOLUEHMID K MOTEHUManbHelM cobbiTuaM (kak onpefseneHo B PykoBoacTee
MNCO 73:2009, 3.5.1.3) n nocneacTenamM (kak onpegeneHo B Pykosoactee MCO 73:2009, 3.6.1.3) unun K nx kKomGuHaLmu.

4 Puck 4acTo BblpaxaeTcsl B TepMUHaxX KOMOWMHaUMKM NOcnencTBUil cobbITUA (BKMHOYAa M3MeHeHUsl B obcTosTerb-
CTBax) U CBA3aHHLIX C HUMW BEPOATHOCTEN (kak onpegeneHo B Pykoeoactee MCO 73:2009, 3.6.1.1) BO3HUMKHOBEHUA.

3.1.21 Bbicliee pykoBoAcTBO (top management): Lo nnu rpynna nogei, ocyLecTBAAIOWNE pYKO-
BOOCTBO W ynpasneHue opraHusauuen (3.1.14) Ha BbicLUEM YPOBHeE.

MpumevyaHwus

1 Beicluee pyKOBOACTBO MMEET MpaBo [AenervpoBaTtbk MOMHOMOYWS W MPefoCTaBnATb PECYpCbl B pamkax
opraHv3auum.

2 Ecnn obnacTtb NnpMeHeHWs cuctemMbl MeHempkMeHTa (3.1.9) oxBaThiBaeT TOMbKO YacTb OpraHv3auuu, nof Bbic-
UMM PYKOBOACTBOM MoOpasyMeBaI0T TEX, KTO OCYLLECTBINAET PYKOBOACTBO U YNPaBMSET 3TON YaCTbio OpraHn3aumu.

3.2 TBpMMHbI, OTHOCAWMNECA K MeEHeOXXMEeHTY CepBUCOB

3.2.1 aktuB (asset): Npegmer, Belb UM eguHuLa, obnagatLlmMe NOTEHLMANbLHOW NN hakTUYecKon
LEHHOCTLH Ans opraHu3aumm (3.1.14).

MpumevyaHwus

1 LleHHOCTb MOXET BbITb MaTepuarnsHON UKW HeMaTepuarnbHOW, QUHAHCOBOW UMM HE(UHAHCOBOW M MOXET BKIHO-
yaTtb B cebs paccmoTpeHue puckos (3.1.20) u obsa3zaHHOCTEN. Ha pasnuyHbIX aTanax XXM3HW akTUBa LEHHOCTb MOXET BbiTb
MONOXUTENBHOW UMM OTPULATENBHON.

2 duanyeckre akTUBLI, KaKk NpaBuo, OTHOCATCH K 0bopynoBaHuio, ToBapaM U coBCTBEHHOCTM opraHusauum. du-
3M4YECKMEe aKTUBbI NPOTUBOMONOXKHLI HEMaTepHUarnbHbIM aKkTUBaM, KOTOpLIE ABMAKTCA HE(U3UYECKMMI aKTUBaMU, TaKUMMU
Kak [JoroBopbl HaimMa, 6paHabl, LMpPOBLIE aKTUBLI, NPaBa MoMb30BaHUsA, NALIEH3UK, NpaBa UHTENNEKTyanbHoOW CODCTBEH-
HOCTW, pPENYTALMA UMW CornalleHns.

3 lpynnupoBaHve akTVBOB, MMEHYEMOE CUCTEMOW aKTUBOB, TAIOKE MOXET CHMTATLCH aKTUBOM.

4 AKTUB TakKKe MOXET ABNATLCH 3MEMEHTOM KoHurypaumum (3.2.2). HekoTopbie aneMeHThl KoOHUrypauumn He aB-
NAKTCA aKTUBaMMU.

[MCTOYHWK: NCO/M3BK 19770-5:2015, 3.2, MmogMd1LMpoBaHO — NpUMeYaHne 4 coaepXUT HOBYH WH-
chopmauuio].

3.2.2 anemeHT koHdurypaummu 3K (configuration item CI ): 3nemeHT, KOTOpPbIA HEOBXOOUMO KOHTPOMNK-
poBaTh ANd NpefocTaBneHus cepeuca (3.2.15) unu cepBrcoB.

3.2.3 notpebuTtens (customer): Opranu3auus (3.1.14) unu yacTb opraHv3aLuu, Nony4awLLas cepeuc
(3.2.15) unu cepeuchl.

Mpumep — 3akazquk, knueHm, 6eHeghuyuap, CIOHCOP, NOKynamelb.

MpumevyaHwus

1 MoTpebuTens MOXET BblTb BHYTPEHHUM UMW BHELIHWM MO OTHOLLUEHMWIO K OpraHu3aummn, NpenocTaBnsaowen cep-
BUC WM CEPBUCHI.

2 lMNotpebuTens MOXET Takke ABNATLCA Nonb3oBaTenem (3.2.28). MNoTpebuTents MOXET Takke AeACTBOBATE B Kaye-
CTBE NocTaBLUMKa.

3.2.4 BHewHun noctaBwuk (external supplier): pyraa cTtopoHa, SBNAKLLAACA BHELIHENA NO OTHOLUe-
HUIO K OpraHM3aLum, KoTopas 3aknoyaeT AOroBOp C Lienbi y4acTus B MaHMPOBaHWM, MPOEKTUPOBaHUK, Nepe-
HeceHun (3.2.27), nocTaBke UMK ynydlleHun cepeuca (3.2.15), komnoHeHTa cepsuca (3.2.18) unu npouecca
(3.1.18).
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MpumevaHuns

1 BHeluHWe NOCTaBLUMKN BKIOHAIOT YCTaHOBMEHHbIX BEAYLLMX MOCTaBLLMKOB, HO HE 1X CyDNoApsSAHbLIX MOCTaBLLMKOB.

2 Ecnwu opranusaums B obnactu npumeHenma CMC sBnaetca yacteio Bonbluei opraHu3auuuy, Apyras cTopoHa
ABNAETCS BHELUHEN MO OTHOLWEHMWIO K BonbLUen opraHu3aunm.

3.2.5 uHumnaeHT (incident): HesannaHupoeaHHas npuocTaHoBka cepBuca (3.2.15), cHKeHue KayecTea
cepBuca unu cobbiTUe, KOTOPOE eLle He OKasarno BO3AeNCTBMA Ha cepBUc Ana notpebutens (3.2.3) nnv none-
3oBaTtens (3.2.28).

3.2.6 nmHdopmaymoHHas 6e3onacHocTb (information security): MogaepxaHne KOHOUOEHUWANBHOCTH,
LIeNIOCTHOCTU U JOCTYMHOCTU MHpOpMaLmi,

MpumeyvaHue— Kpome Toro, K MHpOPMALMOHHOK GE30MaCHOCT MOTYT UMETb OTHOLLEHWE APYTUe XapakTepu-
CTWKK, TAKWE KaK NOASMHHOCTL, 4OCTOBEPHOCTL, OTKA30YCTONYMBOCTL N HAAEXHOCTb.

[MCTOYHWMK: MCO/M3K 27000:2018, 3.28]

3.2.7 vHunaeHT uHcpopmaunoHHon GeszonacHocTm (information security incident): EanHunyHoe co-
BbITHE UNKU Cepusa HexenaTenbHbIX WU HeoXWOaHHbIX COBbITWIA, CBSI3aHHbIX ¢ MHOpMaLMoHHoW Gesonac-
HOCTbHO (3.2.6), KOTOpbIE CO 3HAYUTENbHOW BEPOATHOCTLK CNOCOBHbLI HAaHecTH yuepb 6usHec-onepaunam u
NoCTaBUTL NOA Yrpo3y MHAMOPMaLMOHHY Be30nacHoCTb.

[MCTOYHWMK: MCO/M3BK 27000:2018, 3.31]

3.2.8 BHyTpeHHuMM nocTaBwuk (internal supplier): YacTte bonbwen opraHmsauum (3.1.14), Haxogswa-
sica 3a npegenamu obnactn CMC (3.2.23), koTopas 3aknioyaeT AOKYMEHTUPOBAHHOE COMMalleHWe C LEemnb
yyacTus B MNaHWpPOBaHWW, NMPOEKTUPOBaHWM, nepeHeceHwn (3.2.27), nocTaBke WNW ynydqylleHUW cepBuca
(3.2.15), komnoHeHTa cepsuca (3.2.18) unu npouecca (3.1.18).

lMpumep — 3akynku, uHppacmpykmypa, (huUHaHChI, YeroeevyecKue pecypchbl, MOMeUujeHUs.

MpumeyaHue — BHyTpeHHMIA NOCTaBLUMK M OpraHM3auus B paMmkax obnactu npumeHenua CMC aBnaioTcsa ya-
CTAMW OHOW BornbLUein opraHM3aLmu.

3.2.9 unsBecTHasa owwmbka (known error): Mpobnema (3.2.10), kopeHHas NpU4YMHa KOTOPOW onpefeneHa
VI METOZ CHUXEHWUSI UMW YCTPaHeHWs NocneacTBUA KOTOpol Ha cepBuc (3.2.15) nogeHTMULMpOBaH.

3.2.10 npobnema (problem): MNpu4rHa 0OHOrO NN HECKOMNBKUX (DAKTUYECKUX UMY NOTEHLUMANbHBIX UH-
umaeHToB (3.2.5)

3.2.11 npouegypa (procedure): YcTaHOBMNEHHbIA cnocob ocyLecTBNEHNs AeATEeNbHOCTW UMK Npouecca
(3.1.18).

MpumeyaHue— Mpouenypbl MOTYT BbITb AOKYMEHTUPOBAHHLIMMW U HEOOKYMEHTUPOBAHHBIMM.

[MCTOYHUMK: WCO 9000:2015, 3.4.5]
3.2.12 3anuchk (record): [lokyMeHT, comepxalluii 4OCTUTHYThIE pe3ynbTaThl UM CBUAETENbCTBA OCY-
LEeCTBMEHHON AeATENBHOCTH.

Mpumep — Omyems! no aydumy (3.1.1), nodpo6Has uHghopmayus 06 uHyudenme (3.2.5), cnucok nuy, Ha-
npaenieHHbIX Ha 0ByYyeHue, MPOMOKObI coseujaHul.

MpumevaHuns

1 3anucu MoryT Mcnonb3oBaThCH, HanpuMep, Ans oopMNEHUs NPOCNEXMBAEMOCTU W NPedOCTaBNeHUs cBuae-
TENbLCTB NPOBEAEHUA BEpPUDUKALIMMK, NpeaynpexaaLwnx ENCTBUMIA U KOPPEKTUPYIOLWMX AencTeri (3.1.5).

2 3anucu, kak npaBuno, He TPeBYIOT ynpaBneHns N3MEHEHUAMU.

[MCTOYHMK: MCO 9000:2015, 3.8.10, moguduumnposaH — Bbin gobaeneH npumep J.

3.2.13 penus (release): Habop U3 ogHOro UNW HECKOMBKUX HOBLIX UMM U3MEHEHHBIX cepBUCOB (3.2.15)
UIM KOMMOHEHTOB cepBUCOB (3.2.18), BHegpeHHbIX B NMPOU3BOACTBEHHYHD Cpedy B pe3ynsraTe O4HOro Unm
Bbonee namMeHeHWNA.

3.2.14 3anpoc Ha usmeHeHue (request for change): lNpeanoxeHne o BHECEHUU U3MEHEHUS B CEPBUC
(3.2.15), komnoHeHT cepeuca (3.2.18) unn CMC (3.2.23).

MpumeyaHue— MameHeHne cepBuca BKNoYaeT B cebs NpefocTaBneHne HOBOTO CEPBUCA, NepeHEceHne cep-
BUCa UMW NpeKpaLleHne NpefoCcTaBNeHUs CEPBUCA, KOTOpLIN BonbLue He TpebyeTcs.

3.2.15 cepBuc (service): Cnocob npepocTaBneHust LeHHOCTH noTpebuTtento (3.2.3) nocpeacTeoM co-
AEACTBUSI B NOMYYEHUWM KOHEYHBIX Pe3ynbsTaToR, KOTOPbIX XOYET AOCTMYL NOTPebuTens.
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MpumevdaHuns

1 CepBUC, Kak NpaBumno, ABNAETCH HemaTepuanbHbIM.

2 TepMmuH «cepBuC» B TOM BUOE, KaK OH UCMOMb3YeTCH B HACTOSLEM CTaHAapTe, O3Ha4aeT CEPBUC UMK CEPBUCHI
B pamkax obnactu CMC (3.2.23). IMNioboe ncnonb3oBaHue TEPMUHA «CEPBUCY C MHBIM 3HAYEHWEM YETKO pPasrpaHuYeHo.

3.2.16 pocTynHocThb cepBuca (service availability): CnocobHocTs cepBuca (3.2.15) nnu koMnoHeHTa
cepsuca (3.2.18) BbinonHATb Tpebyemble OyHKLNW B ONPEAENEHHbI MOMEHT UMM B TEYEHWE ONpPeaeneHHoro
NPOMEXKYTKa BPEMEHM.

| punMmedaHune — ,D,OCTyI'IHOCTb cepBMca MOXET BblpaXaTbCA OTHOLIEHWEM UMK NPOLEHTOM BpeMeEHW, B TeHEHUE
KOTOpPOro cepBucC 1Nt KOMNOHEHT CepBUCa CbaKTIf'I‘-IeCKI/I OOCTYMNHbI OI1A UCNONb30BaHWUA MO OTHOLWEHWIO K COrMacoBaHHOMY
BpeMeEHN.

3.2.17 kaTtanor cepBUcoOR (service catalogue): [lokymeHTUpOBaHHas MHPOpPMaLMa O CepBUCaX, KOTO-
Pyl OpraHn3auus npegoctaBnseT CBOMM NoTpebuTtensim.

3.2.18 koMnoHeHT cepBuca (service component): Yacte cepsuca (3.2.15), koTopasi B COYMETaHUN C
OPYrMMKU anemeHTaMy NpeaocTaBnAeT NonHbIA CepBUC.

Mpumep — UHpacmpykmypa, NpuAoKeHUsi, 0OKYMeHmauus, TUUeH3uu, UHhopMayus, pecypchbl, CITIOMO-
2amenbsHbIe Cepeucsl.

MpumevyaHwne — KoMnoHeHT cepBvMca MOXET BKNOYATb AMNEMeHTbl KoHdwurypauum (3.2.2), aktueel (3.2.1) n
Opyrve anemeHThbl.

3.2.19 HenpepbIBHOCTb cepBUca (service continuity): CnocobHocTe npenocTaBnate cepsuc (3.2.15)
HenpepbIBHO UMW B YCNOBUAX NOCTOSHHOW AOCTYNHOCTK, KaK COrMacoBaHo.

MpumeyaHwe — YnpaBneHWe HENPEPLIBHOCTLIO CEPBMCOB MOXET ObiTb PA3HOBUMOHOCTLIO YNpaBneHus Henpe-
pbiBHOCTEH Bu3Heca. MCO 22301 aBndeTca CTaHOapTOM CUCTEMbI MEHeKMEHTa OS5 YNpaBneHMs HEenpepbiBHOCTBH
6usHeca.

3.2.20 cornaweHue o6 ypoBHe cepBucoB SLA (service level agreement SLA): [lokymeHTUpoBaHHOE
cornawenune mexay opraHusauuen (3.1.14) n notpebutenem (3.2.3), koTopoe onpenensieT cepeuchl (3.2.15)
W MX COrnacoBaHHoe hyHKLUWOHWPOBaHME.

MpumevyaHwus

1 CornaweHune o6 ypoBHe CEPBUCOB TakkKe MOXET ObiTb 3aKMYEHO Mexdy opraHusaumein 1 BHELHUM NOCTaBLu-
koM (3.2.4), BHyTpeHHUM nocTaBLlumkom (3.2.8) unu notpebutenem, BLICTYNAOWMM B KAYECTBE NOCTaBLLMKA.

2 CornaweHue 06 ypoBHe CepBWCOB MOXET DbiTb BKMHOYEHO B KOHTPaKT WK APYroW TUM AOKYMEHTUPOBaHHOIO
cornawleHus.

3.2.21 ueneBoK nokasaTenb ypoBHA cepBuca (service level target): OnpepeneHHblie namepumMbie
XapakTepucTukm cepsuca (3.2.15), kotopbiMm opraHn3auuns (3.1.14) oba3yeTca COOTBETCTBOBATD.

3.2.22 meHepXMeHT cepBUCOB (service management): Habop cnocobHocTei v npoueccos (3.1.18)
Mo PYKOBOACTBY W yNpaBleHuio AeATeNbHOCTBIO U pecypcamMu opraHusauim (3.1.14) ¢ uenbsio nnaHUpoBaHus,
NPOEeKTUPOBaHUA, NnepeHeceHus (3.2.27), nocTaBku uUnu yny4lleHuns cepeucos (3.2.15) onsa npegocraBneHus
LueHHocTH (3.2.29).

MpuMeyaHue — HacToAWMWA CTaHAAPT COAEPXUT Habop TpeBoBaHUWiA, pasaeneHHbIX Ha NYHKTbl U NOAMYHKTI.
Kaxkgas opraHusauma Brnpase BbiOpaTth, kak 00beauMHuTs AaHHble TpeboBaHua B npoueccsl. MognyHKTel MOTYT UCNONbL30-
BaTbCA Ans onpefeneHnsa npoueccos CMC opraHuaaumu.

3.2.23 cuctema meHemxmeHTa cepBucoB (CMC) (service management system SMS): Cucrema
MeHegxMeHTa (3.1.9) no pyKoBOACTBY W yrNpaBneHWo eATenbHOCTb B 06NacT MeHemXMeHTa CEPBMCOB
(3.2.22) opranuzauuu (3.1.14).

MpumevyaHune — CMC BkntoyaeT B ceba nonutnkm (3.1.17), uenu (3.1.13), nnaxel, npoueccel (3.1.18), goky-
MEHTUPOBaHHYI MHOPMaLMIo U pecypckl B 0bnactn MeHegKMeHTa cepBMCOB, HeobxoauMble AN NNaHUPOBaHWA, Npo-
eKTUpoBaHuA, nepeHeceHuns (3.2.27), nocTtaBku U ynyylleHWa CEPBUCOB AnA cooTBeTCTBUA TpebosaHnam (3.1.19), npu-
BELEeHHbIM B HacTosILLEeM cTaHaapTe.

3.2.24 noctaBwmk cepBuca (service provider): OpraHusauusa (3.1.14), koTopas ynpaenseT v npego-
ctaenset cepsuc (3.2.15) unu cepeucel notpebutensam (3.2.3).

3.2.25 3anpoc Ha cepBuUc (service request): 3anpoc o npegocTtaBneHun MHMOPMaL MK, KOHCYNLTaUWUu,
pocTyna kK cepeucy (3.2.15) unu Ha npeaBapuUTENBHO YTBEPXKOEHHOE M3MEHEHME.
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3.2.26 TpeboBaHue K cepBUCY (service requirement): YctaHoBneHHole unu obasartenbHbie notpeb-
HoCTU 3aka3uuka (3.2.3), nonb3oaTtenei (3.2.28) n oprannsauum (3.1.14), ceasaHHble ¢ cepeucamu (3.2.15)
n CMC (3.2.23).

MpumeyvaHue—B koHTekcte CMC (3.2.23), TpeboBaHMA cepBUCOB AOKYMEHTUPYIOT U COrMAacyloT, a He NpoCTo
npeanonaratoT. Kpome Toro, BO3MOXKHO Hanuume Apyrux TpeboBaHWi, Taknx Kak 3akoHOAATENbHbIE M HOPMATUBHBIE.

3.2.27 nepeHeceHue (transition): Buabl gesTensHOCTH, CBA3@HHbIE C NEPEMELLEHMEM HOBOTO UMK U3-
MeHeHHoro cepsuca (3.2.15) B Npon3BOACTBEHHYIO Cpedy Mnu 13 Hee.

3.2.28 nonb3oBaTens (user): fluuo vunu rpynna nogewr, B3aMMOAeRCTBYOLUX UMK NONyYaLwmx Bbl-
rogy ot cepeuca (3.2.15) unu cepBUCOB.

MpumeyvyaHue — [Npyvmepsl Nonb3oBaTENEW BKMKYAKOT OTAENBHLIX Ny 1 coobuwectea nogen. MNotpebuTtens
(3.2.3) Take MOXET ABNATLCSA NOMb30BATENEM.

3.2.29 ueHHocTb (value): BaxHocCTb, Bbiroga unu nonbe3a.

Mpumep — HeHexHas ueHHOCMb, docmuXeHUe pe3ynbmamoe cepeucoe, docmuxeHue uenel (3.1.13) e
obnacmu MeHedXMeHmMa cepeaucoe (3.2.22), ydepxaHue K/UueHmos, ycmpaHeHue o2paHuYeHull.

MpumeyaHue — Co3zgaHne UeEHHOCTU OT cepBUCOB (3.2.15) BKNOYAET NONL30BaHWE NPEVMYLLECTBAMW Ha On-
TUManesHOM YPOBHE pecypcoB npu ynpaeneHun puckom (3.1.20). Aktus (3.2.1) n cepsuc (3.2.15) aenaoTcs npuMmepamm
TOro, Yemy MoXeT ObiTe MpUAaHa LIeHHOCTb.

4 Cpepa opraHm3auum

4.1 NMoHMMaHWe opraHuzaumMm v ee cpepgbl

OpraHu3aums JomKHa onpegennTs BHELWHWE Y BHYTPEHHWE (DaKTOpLl, OTHOCSLLMECS K ee Lienu 1 Brus-
tolme Ha ee cnocobHOCTE AocTurate HamedeHHoro(bix) pesynstata(oe) ee CMC.

M pupMmeYyaHne — Cnoeo ((CbaKTDp)) B O2HHOM KOHTEKCTE MOXET OTHOCUTLCA K CbaKTOpaM, MMEHLLIMM NONOXn-
TENBHOE UNK OTpULUATENbHOE BOS,ELEI;‘ICTBVIG. 31K CbaKTprl ABMAKTCA BaXXHbIMW ONA opraHn3aunn B KOHTEKCTE ee crnocob-
HOCTU NpenocTaBnAaTb CEPBUCHI COMMacoBaHHOIO YpPoOBHA Ka4eCTBa CBOUM I'IOTDEﬁI/ITeJ'IHM.

4.2 MoHWMaHUe NOoTpebHOCTEN U OXUAAHUM 3aUHTEpeCcOBaHHLIX CTOPOH

Opl’aHV‘ISaLlVIFI OOImMKHa onpegenntb:
a) 3anHTepeCcoBaHHbIE CTOPOHbI, UMeLe OTHOLWEeHWE K CMCwn cepeBUCamM;
b) cooTBeTCTBYHOLLME Tp96OBaHMFI 9TUX 3aUHTepeCcOBaHHbIX CTOPOH.

M pupmMmevYyaHune — TPEGOBEHMH 3aUHTEPECOBAHHbLIX CTOPOH MOIYT BKNO4YaTb CEPBUC, NOKa3aTten OeATENbHOCTH,
3aKkoHo4artenbHble U perynupyruwue TpBGDBaHVIH W KOHTPAaKTHbIE obsizatenscTBa, ceAsaHHble ¢ CMC u cepBUcamMn.

4.3 OI'IPEFI,EJ'IEHVIE obnactu NMPpUMeHeHWUA CUCTeMbl MeHeQ)XXMeHTa CepBuUCcoOB

OpraHusauva OomkHa onpedenuTe rpaHuubl U npumeHnmocte CMC, uToBel ycTaHOBWTL 0obnacTe ee
npvmMeHeHus. Mpw onpedeneHuy obnacTv NpUMeEHeHWs opraHu3auuns A0MKHa paccMaTpyBaTh:

a) BHELWHWE W BHYTPEHHMWe paKkTopbl, ykasaHHbie B M. 4.1;

b) TpeboBaHus, ykasaHHble B M. 4.2;

C) cepBUCHI, NPefoCcTaBnsieMble opraHn3aumnen.

Onpepenexve obnactu npuMmeHeHns CMC gomkHo BKITOYaTh CEPBUCH], OXBA4Y€HHbIE €10, 1 HaMMeHOoBa-
HWe opraHu3auuu, ynpaensroLlei n NnpefocTaBnsoLen cepBrChH.

O6nacte npumeHeHns CMC gomkHa ObiTe JOCTYyNHA W NOAAEPKMBATHCA B BUAE AOKYMEHTUPOBaHHOW
MHhopMaumu.

MpuMmevaHuns

1 MCO/M3K 20000-3 npegocTasnsaeT pyKoBOACTBO MO onpegeneHnio obnactu.

2 lMpw onpegeneHnn obnact npumeHeHns CMC ykasbiBakoTCs cepBuMcChl, BXxogslwme B obrnacte. 310 MoryT BbiTh
BCE UIWN HEKOTOPbLIE CEPBUCHI, MPEAOCTaBMNAEMbIE OpraHn3aunen.

4.4 Cuctema MeHeO)XMeHTa CepBUCOB

OpraHu3sauusa 0omkHa paspaboTaTb, BHEAPUTb, NOAAEPKMBATE U NOCTOAHHO yny4waTte CMC, Bknoyas
HeobxoaMMbIe NPoLecchl N X B3aUMOOENCTBUA, B COOTBETCTBUM C TPeBOBaHWAMM HACTOALLEro cTaHaapTa.
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5 JlnpepctBO

5.1 NlngepcTBO M NPUBEPKEHHOCTb

Beicllee pyKOBOACTBO [AOMKHO NMPOAEMOHCTPUPOBATH NUAEPCTBO U MPUBEPXKEHHOCTH B OTHOLLEHUM
CMC nocpeacTeom:

a) obecneveHus pa3paboTkn NONUTHMKK U Lenein B obnacTn MeHeaKMeHTa CepBUCOB, KOTOPbLIE cornacy-
HOTCS CO CTpaTerm4yeckrM HanpasBrneHWeM OpraHu3aunm;

b) obecneyeHnn co3gaHns, BHEAPEHWUS U NOOAEPXAHWA NaHa MeHeKMEeHTa CepBUCOB AN NogaepKa-
HWUSI MONMUTUKM B 9TO 06nacTu , AOCTMXKEHWUS Lenen 1 CooTBeTCTBMA TpeboBaHUsAM K CepBUCaM;

c) obecneyeHus NMpUCBOEHUS COOTBETCTBYHLLUX YPOBHEN MONMHOMOYMIA OIS NMPUHATUS peLleHWnin, cea-
3aHHbIX ¢ CMC u cepBucamu;

d) obecneyeHus onpefeneHns Toro, YTo NPEACTABNSAET LUEHHOCTL ANA opraHu3aunm u ee notpebutenei;

e) obecrneyeHus ynpaBneHus opyrumMu CTOpoHaMu, y4acTBYHOLWMMMK B KU3HEHHOM LUKNe CepBuCa;

f) obecneyeHns uHTerpaumm TpeboBaHuin CMC B BuaHec-npouecchl opraHm3auuu;

g) obecneyeHns JOCTYNHOCTU pecypcoB, Heobxoaumelx ansa CMC v cepBUCOB;

h) pacnpocTpaHeHus B opraHn3aLmn NOHUMAaHWA BaXKHOCTWM Pe3ynbTaTUBHOMO MeHeOXMeHTa CEPBUCOB,
COOTBETCTBUSA Lensam B 06nacti MeHemXMeHTa CEpBUCOB, NpeaocTaBrneHns LeHHOCTM U COOTBETCTBMSA Tpe-
6osaHuam CMC;

i) obecneveHus goctuxkeHns CMC HaMeueHHbIX pe3ynsTaTog;

j) pykoBOACTBA M OKazaHWA NogaepXku nuuam B obecneveHun pesynstatmeHocT CMC u cepBUCOB;

k) nopgoepxku noctosHHoro ynydwenus CMC 1 cepBuUcOB,

|) okazaHWsa NogaepXKkM APYrMM COOTBETCTBYIOLLMM PYKOBOAUTENSAM B AE@MOHCTpaLUM UMW NMOepcTsa B
chepe Mx OTBETCTBEHHOCTM.

| pumMmedaHune — CnoBo «Bu3Hec» B HACTOALLEM CTaHgapte cnegyeTt NoHMMaTtb B LUMPOKOM CMbICne, Kak OTO-
GDGH{BHME BMOOB OEATENbHOCTWU, KOTOPbIE ABNAKTCA KIKOYeBbIMKA ONA uenen CyLleCcTBOBaHWA opraHMn3aunn.

5.2 MNMonuTtuka

5.2.1 PaspaboTka NONUTUKM MeHegXMeHTa CepBUCOB

Briclwee pykoBOACTBO AOIMKHO pa3paboTate NONUTUKY MEHEMKMEHTa CEPBUCOB, KOTOpas:
a) COOTBETCTBYET HAMEPEHUAM OpraH1M3awumnu;

b) cozpaeT ocHOBY AnA ycTaHOBMeHUA uenen B 0bnactn MeHedXXMeHTa CEpBUCOB;
c) BknovaeT B cebs 06a3aTenbLCcTBO COOTBETCTBOBATL NPUMEHUMbIM TpeboBaHUAM;
d) BkntovaeT B ceba 0693aTenbCcTBO NOCTOSAHHO ynyywaTts CMC un cepBuchl.

5.2.2 [JoBegeHue NONUTUKKA MEHEOXMeHTa CEpBUCOB

MonuTuka MeHeaXXMeHTa CepBUCOB AOMKHA:

a) BbITb JOCTYNMHOM B KAYECTBE LOKYMEHTUPOBAHHOW UHOPMALNN;

b) noBegeHHOW OO0 cBeoeHUs B paMKax opraHu3auum;

C) [OCTYMHOW NOAXOASALMM CNocobom Onst 3aMHTEPECOBaHHBIX CTOPOH.

5.3 ¢YHKL|MH, OTBeTCTBEeHHOCTb U NOJTHOMOYMXA B OpraHni3auun

Bricllee pykoBOACTBO AOMKHO obecneunTs pacnpenerneHue yHKUMA, OTBETCTBEHHOCTU M MOMHOMO-
ynin, oTHocswwmxca kK CMC m cepBucam, U AoBefeHne Ux Ao cBeaeHnss paboTHUKOB.

Beicllee pyKOBOACTBO AOMKHO pacnpenenuTs OTBETCTBEHHOCTE U NONTHOMOYKS ANS:

a) obecne4veHun cootBeTcTBUs CMC TpeboBaHMAM HACTOALLErO CTaHAapTa;

b) oTYETHOCTM BbICLLIEMY PYKOBOACTBY O pesynstatax dyHkunoHmposaHus CMC v cepeucoB.

6 MNnaHupoBaHue

6.1 JencTBMA B OTHOLIEHUW PUCKOB U BO3MOXXHOCTEN

6.1.1 lMpw nnannposaHun CMC opraHusauunsa JomkHa y4ecTb hakTopbl, yka3aHHble B . 4.1, n TpeboBa-
HWS1, YKa3aHHble B N. 4.2 , W ONpefeniTb PUCKA M BO3MOXHOCTK, NoAnexaline pacCMOTPEHUIO:

a) ansa obecnedyeHnss yBepeHHOCTU B ToM, 4To CMC MOXeT [OCTUYbL CBOUX HAMEYEHHBLIX Pe3yrnkLTaToB;

b) npegynpexaeHusa UnNu yMmeHbLUEeHUS HEXKeNaTernbHOro BIUsHUS;

C) [OCTMXEHUA NOCTOSHHOTO yny4yeHuss CMC n cepBuMCOB.



roOCT P MCO/M3K 20000-1—2021

6.1.2 OpraHu3auus JomkHa onpegennTb U JOKYMEHTUPOBATb:
a) pUCKK, CBA3AHHbIE!
1) c opraHusauuen;
2) HecooTBeTcTBMEM TpebOBaHUAM K cepBucaM;
3) BOBNEYEHMEM OPYTMX CTOPOH B XXWU3HEHHbIW LMK CEPBUCA;
b) Bo3geiicTBMe Ha noTpebuTenein puckoB n BoaMmoxHocTen CMC u cepBuUcoB;
C) KpUTEPUU NPUEMIIEMOCTIN PUCKA;
d) nogxoa, KOTOpLIA OOMKeH BbITh BbIOpaH AN MEeHeOXMEHTa PUCKOB.
6.1.3 OpraHu3auus JOMKHa NNaHMpOoBaTh:
a) 4eNCTBUS B OTHOLUEHWUW 3TUX PUCKOB U BO3MOXHOCTEN U UX MPUOPUTETHOCTE;
b) To, kakum obpa3zom:
1) MHTErpupoBaTh M BHEAPWUTL AeNcTBUA B npouecckl CMC;
2) oLeHMBaTb Pe3ynbTaTUBHOCTb 3TUX OENCTBUNA.

MpumevaHusa

1 BapwaHTbl pearMpoBaHKsa Ha PUCKA M BO3MOXHOCTM MOTYT BKMOYaTh: M3bexaHue, OoMyLIEHNE UMW NMOBbLILLIEHNE
pucka, ¢ TeM YTOObI OTCreauTs BO3MOXKHOCTU; YCTPaHEHWE UCTOYHUKA, U3MEHEHWE BEPOSITHOCTI UMW MOCNEOCTBUIA pUCKa,
COEpXKMBaHWE pUcKa MyTEM COrMacoBaHHLIX OEWCTBUIA, pasaerneHe pucka ¢ Apyrol CTOPOHOW WIKU NPUHATUE pucKa Mny-
TEM MPUHATUSA PELUEeHUs, OCHOBAHHOIO Ha MHhopMaLIMK.

2 NCO 31000 cogepmUT NpMHLMNLI U 0BLLEE PYKOBOACTBO MO MEHEAXMEHTY PUCKOB.

6.2 Ulenu B oGnacTtu MeHegXMeHTa CepBUCOB U NNaHWpoBaHWe UX OOCTUKEHWNA

6.2.1 YcTaHOBneHue Uenen

OpraHuzaums OomKHa YCTAHOBUTL Lenu B obnact MeHemXMeHTa CEepBUCOB AMs COOTBETCTBYHOLLMX
chyHKUMIA 1 ypoBHei. Lleny B 0BnacTn MeHeaXMeHTa CEPBUCOB [OIMKHbI:

a) BbITb COrmacoBaHHLIMK C NOMUTUKON MEHEOXMEHTa CePBUCOB;

b) BbITb U3MEPUMBIMU;

C) yunTbIBaTL NpUMEHUMbIE TpEDOBAHWS;

d) nognexaTbs MOHUTOPUHTY;

e) BbiTb JOBEAEHHBIMW A0 CBEAEHWS;

f) akTyanusmpoBaTtbcs No Mepe HeoBXooUMOCTMK.

OpraHu3aums OomKHa COXPaHsTb JOKYMEHTUPOBAHHYK MHOPMaLMIO O Lenax B 0bnactn MeHema mMeH-
Ta CEepBUCOB.

6.2.2 NMnaHnpoBaHne [OCTUXEHUA Lenen

[Mpwn NnnaHnpoBaHUKM OENCTBUA MO AOCTWKEHWUID CBOMX Lienen B 0brnactn MeHemXMeHTa CepBMCOB opra-
HM3aUWs O0MKHa ONpeaenvThb:

a) YTo JOMKHO BbITh CAENaHo;

b) kakue noTpebytoTcAa pecypchl;

c) kTo ByoeT HeCTU OTBETCTBEHHOCTE;

d) korga aTu gencteus ByayT 3aBepLUEHbI;

€) kakum obpa3om ByayT OLleHUBATLCA pe3ynbLTaThl.

6.3 HnaanOBane CUCTeMbl MeHeOXXMeHTa CepBMUCOB

OpraHunsauus JOMmKHa co3gaTh, BHEAPUTbL M NOAAEPKUBaTL NiaH MeHedXmeHTa cepsucos. [Mpu nnaxm-
poBaHWM HEOBXOOUMO YYUTBIBATL MNONUTUKY MEHEMXMEHTa CEPBUCOB, Lienv B 06nactn MeHegKMeHTa cepBu-
COB, PUCKM N BO3MOXXHOCTW, TpeboBaHus K cepBucam M TpeboBaHus, NpMBEAEHHbIE B HACTOSILLEM CTaHgapTe.

MnaH MeHemKMEHTa CepPBUCOB AOMKEH BKIKOYATh UMW COAEPKaTb CCbINKY:

a) Ha nepeyeHb CEepBUCOB;

b) n3BecTHble orpaHUYeHns, KoTopble MOryT Bo3aeicTeoBaTe Ha CMC n cepBuchl;

c) obazaTenbcTBa, TakMe Kak COOTBETCTBYIOLLME NOMWMTWUKKM, CTaHOapTbl, 3aKkoHOAATENbHbIE, Perynupyto-
LiMe 1 OoroBopHble TpeboBaHus, U To, Kakum obpasoM AaHHble obs3aTenscTBa NnpuMeHnmel Kk CMC v cepeucam;

d) nonHomo4ma u otBeTcTBEHHOCTU 3a CMC 1 cepBuchl;

€) YenoBeYeckue, TEXHUYeckne, MHPOPMAaLIMOHHbIE U (PUHAHCOBLIE PECYpPChl, HEOOXoAMMbIE AN YHK-
umMoHnposaHna CMC v cepsucoB;

f) nogxon, KOTOpbIA AOMKEH ObITh NPUHAT ANs paboTel ¢ APYrMMM CTOPOHAMM, YYaCTBYHOLLUMU B XN3-
HEHHOM LIMKNe cepBuca;
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g) TexHomnoru, ucnonbayemyto aAns nogaepxavma CMC;

h) To, kakum o6pa3som pesynstatusHocTe CMC U cepBMcoB ByaeT noanexatb U3MepeHuio, NpoBepkKe,
OTYETHOCTU W YNYULLEHWHO.

Opyrvue BuAbl AEATENLHOCTM MO MMaHWPOBAHUIO TAKKe AOMKHLI ObITh COrMacoBaHbl C NIaHoOM MeHea-
MEHTa CEepBUCOB.

7 CpeacTBa obecneyeHMsA CUCTEMbl MEHEAXXMeHTa CepBUCOB

7.1 Pecypchl

OpFaHVI3aLI,VIF| OOJIKHa onpefennte U obecneynTb Hanuuue YyenoBevYeCKux, TeXxHU4eCKUx, MHd‘.)OpMaLI,M-
OHHBbIX U q’JMHaHCOBbIX pecypcos, H906XO,E1MMI::IX ongd paSDaGOTKVI, BHeOpeHnA, nogaepXaHusa n NOCTOAHHOIo
ynydweHuna CMC n beHKLI,MOHI/IpDBaHMFl CepBUCOB B LendAaX COOTBETCTBUA TDESOBBHMQM K cepBucam U ooCTtu-
XEeHUs uenen B obnactm MeHe)KMeHTa CepBUCOB.

7.2 KoMneTeHTHOCTb

OpraHuaaumsa gomnxHa:

a) onpedensitb HEOBXOAUMYHO KOMMETEHTHOCTL UL, BLIMOMHSAIOWMX paboTy nof ee ynpaBneHWeMm, Ko-
TOpas 0KasblBaeT BNWSAHME Ha pe3ynbTaThl 4eATenbHOCTU U pe3ynsTaTuBHOCTe CMC u cepBUCOB;

b) obecneunBaTb KOMNETEHTHOCTb 3TMX MWL HA OCHOBE COOTBETCTBYHLIEro o6pasoBaHuns, NoaroTOBKU
MINK OMbITa;

C) ecnu NPUMEHUMO, NpeanpUHUMaThL OeWCTBUA, HanpaeneHHble Ha nonyyeHue TpebyeMon KOMNETEHT-
HOCTW U OLIEHWBATL pe3ynsTaTUBHOCTL NPeanpUHATLIX AEACTBUIA;

d) coxpaHsiTb COOTBETCTBYIOLLYI0 AOKYMEHTMPOBAHHYH MH(POPMAaLMI0 KaK CBUAETENbCTBO KOMMETEHT-
HOCTW.

| pumMmedYyaHne — nDMMEHMMbIe nencTemns MOTYT BKMKOYaTb, Hanpmumep, npoeegeHne OﬁyHEHMH, HaCTaBHW4Ye-
CTBO WUINK nepepacnpeneneHue obssaHHOCTEN cpean nMerLmnxca paﬁOTHMKOB; nnu npuemMm Ha pa60Ty, nnu npuenevyeHne
KOMNETEHTHbLIX NUL, ANA BbINONHEHWA KOHTPAKTHBIX pa60T.

7.3 OcBegOMMNeHHOCTb

Jlnua, BeinonHsowme paboTel Noa ynpaBneHueM opraHmM3almu, 40MKHbI ObiTb OCBEOMIIEHbI:

a) 0 NoNUTUKe B 0BNAcCTU MEHEOXMEHTa CEPBUCOB;

b) uensix B obnactn MeHegKMeHTa CEpPBUCOB;

C) cepBMcax, oTHocAWMXCS K Ux pabote;

d) ux Bknage B peaynsratmeHocTe CMC, BkNioyas nonb3y OT yny4dlleHWss pe3ynbsTaToB AesTenbHOCTH,
e) nocneacTBUSX HeCooTBeTCTBUA TpeboeaHusam CMC.

7.4 O6MmeH uHcbopmayuen

OpraHu3aums gomkHa onpefenuTb NopaaoK BHYTPEHHero U BHelwHero obMmeHa nHgopMauuneil, oTHocS-
weica k CMC n cepBucam, BKNOYaa criegyrolimMe BonNpockl:

a) Kakas uHgpopmauus byaeT nepenaBaTtbCs;

b) korga byoeT nepenaeatbcs MHbopMaUus;

c) komy Bynet nepepasaTbea UHOPMALKS;
d) kakum obpasom ByneT nepenasaTbCs MHDOPMALWS;
e) KTo ByOeT HeCTU OTBETCTBEHHOCTL 33 0BMeH UHdopMaLmei.

7.5 [okymeHTUpOBaHHasa uHdopmauuna

7.5.1 O6wume nonoxeHus

CMC opraHusaluum fomkHa BKIYaTh:

a) LOKYMEHTUPOBaHHY UHAOpMaLUMio, TpebyeMyto HACTOALWMUM CTaH4apToM;

b) [OKyMeHTMpOBaHHY MHOPMaLUWD, ONPENENEHHY OpraHusaumei kak Heobxogumyto ans obecne-
YeHusi peaynsratueHocT CMC.

MpumevyaHune — OBbeM AOKYMEHTUPOBaHHOW MHGopMauun CMC ogHOM opraHM3aunK MOXET OTnvMdaTbes OT
OPYroli B 32aBMCUMOCTM OT:
- pazMepa opraHv3auvn U BUAa ee OesTenbHOCTM, NPOLUECCOB, NPOAYKLUMW U YCyT;
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- CNOXHOCTU NPOLLECCOB, CEPBUCOB M MX B3AaUMOLENCTBUS,
- KOMNEeTEHTHOCTK NnuL,.

7.5.2 Co3paHue ¥ akTyanusauus JOKYMeHTUPOBaHHOW MHdopMaumu

MNpn co3gaHuy 1 akTyanusauvm JOKYMEHTUPOBaHHOM MHGOpPMaLMKM opraHusaunsa gomkHa obecneduntb
COOTBETCTRYIOLLKE:

a) ngeHTnduKauuio n onucaHne (HanpumMep, Ha3BaHwe, faTa, aBTop UMK CCbINIOYHbIA HOMEp);

b) dbopmat (Hanpumep, s3bIK, Bepcysi NporpaMmmMHoro obecneyenus, rpaduyeckme CpencTsa) U HOCU-
Tenb (Hanpumep, ByMaKHbIA UMK ANEKTPOHHbIN);

C) aHanu3 n ogobpeHne C TOYKM 3pEHUSI MPUTOAHOCTM U afleKBAaTHOCTMU.

7.5.3 YnpaBneHue 0OKyMeHTUPOBaHHON UH(popMaLuen

7.5.3.1 OokymeHTupoBaHHasa nHdopmauus, Tpebyemas CMC n HacTosWUM cTaHOapToOM, AOMKHA Ha-
XOOWUTLCA NoA ynpasreHnem B Lensx obecnevyeHus:

a) 4OCTYMHOCTW M NPUrOQHOCTK, TAe U Koraa oHa Heobxoauma,

b) pocTaTouHoW 3aWKTEl (HAaNpUMep, OT HecobnwaeHUa KOHUAEHUNANbHOCTH, HEHAONEXaLlero uc-
NonbL30BaHWA UMK NOTEPU LENOCTHOCTH).

7.5.3.2 [Ins ynpaBneHWsi OKYMEHTUPOBaHHON MH(bOpMaLMer opraHn3aumnsa OIbKHa npeaycMaTpuBaTh
crnepyolmMe OeACTBUSA, HACKOMBKO 3TO MPUMEHUMO:

a) pacnpepnerneHue, obecneyeHne OocTyna, NOUCK U UCMONb30BaHUE;

b) xpaHeHue 1 3awiMTa, BKNKOYaA coxpaHeHne pa3bopynBoCTy;

C) ynpaBneHue U3MeHeHUAMKN (HanpuMep, yrnpaBrneHve BepCUsammn);

d) xpaHeHWe 1 YHUUTOXEHNE.

[OokyMmeHTMpoBaHHasa MHMOPMAaLUWA BHELUHErO MPOUCXOXOEHWS, OMpefeneHHas opraHvsauuen Kak
HeobxogMmas aons nnaHMpoBaHusa 1M yHkuMoHupoBaHua CMC, gomkHa BbiTb COOTBETCTBYHOLWMM 06pa3om
MOeHTUUUKMPOBaHa M HaXO4WUTLCA NOA yNpaBneHneMm.

MpumeyvaHue — [oCTyn MOXET NnodpasyMeBaTb pelleH1e B OTHOLWEHWM paspelleHusi TONbKO NpocMoTpa do-
KYMEHTMPOBAHHON MHCDOPMALIMKA UK paspeLleHMs NPOCMOTPa C NMOMHOMOYMSAMA MO BHECEHWI0 3MEHEHWIA B IOKYMEHTU-
POBaHHYH MHOPMAaLMIO.

7.5.4 [JokymeHTUpoBaHHaA MH(OPMaALMA CUCTEMbl MEHEAXKMEHTA CEPBUCOB

HokymeHTupoBaHHasa nHdopmauus ans CMC gomxkHa BKI4aTh:

a) obnacte npumeHeHnss CMC;

b) nonutuky v Lenu B obnacTv MeHedXMeHTa CEPBUCOB;

C) NnaH MeHegKMEeHTa CEepPBUCOB;

d) nonuTKKY ynpasBneHns U3MEHEHUAMM, NOMUTWUKY MHPOPMALIMOHHOW 6e30MacHOCTM U NnaH(bl) Henpe-
PLIBHOCTW CEPBUCOB;

e) npoueccsl CMC opraHuzauuu;

f) TpeboBaHusa cepBUCOB;

g) karanor(n) cepB1COB;

h) cornaweHus o6 ypoBHe cepBucoB (SLA);

i) JOroBOpbI C BHELLIHUMMW NOCTaBLUMKAMM;

j) cornaweHns ¢ BHYTPEHHUMM NOCTaBLUMKAMK MNWU NOTpebuTensiMun, BbICTYNawLWKUMKM B KA4eCTBE No-
CTaBLLMKOB;

k) npouenypbl, TpebyeMble HACTOSILLMM CTAHAAPTOM;

I) 3anucu, HeoBxoamMMble AN 4eMOHCTPaUMU CBUAETENbCTB COOTBETCTBUS TpeBoBaHWMAM HaCTOSLLErD
ctanHpgapta u CMC opraHusaunu.

MpumevaHue — lNyHkT 7.5.4 cogepuT nepedyeHb OCHOBHLIX AokymMeHToR aAna CMC. B HacToswem ctaHaap-
TEe TAaKKe NpuBeneHbl Apyrne TpeboBaHWs OTHOCUTENbHO HEOBXOAMMOCTM COXpaHATb MHOpMauu B BMAE AOKYMEH-
TUPOBaHHON MHOPMaUMK, ee [OKYMeHTUpoBaHusa unv 3anucu. MCO/M3BK 20000-2 npenoctaBnsieT AOMOMHUTENBHOE
PYKOBOAOCTBO.

7.6 3HaHunA

OpraHunsaumna gomKHa onpeaennTs M NogaepXKuBaTh 3HaHWsA, Heobxogumble Ans o6ecnedeHust yHKLK-
oHupoBaHus CMC v cepBucos.
3HaHWa QOMKHEI BbiTb COOTBETCTBYOLLMMU, MPUIOAHBIMK M AOCTYNMHBIMU ANA COOTBETCTBYHLWMX MWL,
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MpumeyaHwne — 3HaHMa cneunduydHsl 4na opraHusauun, ee CMC, cepBUCOB U 3aUHTEPECOBaAHHBLIX CTOPOH.
3HaHWA MCMoNb3yHTCA M PACNPOCTPAHSIOTCA ANA COAEWCTBUA AOCTUKEHWIO HAMEYEHHBLIX Pe3ynkTaTtoB U (hyHKLUMOHMPO-
BaHut CMC v cepBMCOB.

8 ®yHKUMOHMpPOBaHME CUCTEMbl MEHEMKMEHTa CEepBUCOB

8.1 NnaHupoBaHue 1 ynpaBneHue AeATeNbHOCTbIO

OpraHu3aums fomkHa NnaHWpoBaTh, BHEAPATL W YNpaBnsaTh NpoueccaMmu, HeobxoAMMbIMK A5s BbINOI-
HeHus TpeboBaHWiA 1 OCyLLECTBNEHNA OEACTBUIA, ONpedeneHHblX B NyHKTe 6 Mo cpeacTBam:

a) yCTaHOBINEHUS KPUTEPUEB PE3YNETaTUBHOCTU AEATENbHOCTU ANsi NPOLECCOB Ha OCHOBe TpeboBaHMii
cTaHpapTa;

b) ynpaBneHus npoueccamMu B COOTBETCTBUM C YCTAHOBINEHHLIMU KPUTEPUAMU PYHKLIMOHUPOBAHUS;

C) COXpaHeHMUsl AOKYMEHTUPOBaHHON MHopmMaumn B obbeMe, Heobxogumom ans obecnevyeHns ysepeH-
HOCTW B TOM, YTO MPOLIECCHI BLINOMHAMMCH, KaK 3annaHupoBaHo.

OpraHu3aums JoMmKHa ynpasnsTh 3annaHupoBaHHLIMKU U3aMeHeHusamu B CMC 1 aHanuaupoBsath nocnes-
CTBUSA HENPEOYCMOTPEHHbIX U3MEHEHUIA, NPU HEOBXOAUMMOCTU NPUHUMAas Mepbl MO CMArYeHUo NbbIX Hera-
TUBHbIX BO3gencTeui (cm. n. 8.5.1).

OpraHusaumsa gomkHa obecneunBath, YToBbl NpoLECCHl, NepefaHHble Ha ayTCOPCUHT, HaxoaUnuch nog
ynpaeneHuem (cm. n. 8.2.3).

8.2 NopTtdconno cepeucos

8.2.1 MpepocTaBneHne cepBUCOB
OpraHunsaumsa gomkHa ynpaenate CMC, obecneynBas KOOPAUHWPOBaHWE AEATENbHOCTM W PECYpPCOB.
OpraHuzauuns omkHa OCyLLeCTBNATh AEATENbHOCTb, HEOBX0OMMYO ANs NPEAOoCTaBleHns CEPBUCOB.

M pmuMmedaHune — ﬂopchonuo CepBWCOB UCnonb3yeTca ONnA ynpaBneHWAa BCeM KM3HEHHbIM LLIMKNOM BCEX Cep-
BWUCOB, BKIKOYad npeanaraemMbie cepBUChl, paspa6aTb|BaeMb|e, ,D,E.‘ﬁCTBy}OLLI,Me CepBUChI, YKa3aHHbIe B KaTanore(ax) cep-
BUCOB, a TaKXe CepBWCbl, KOTOpble OOIMKHbI ObITb yaoaneHsbl. MeHemKMeEHT I'IOpTCbOJ'II/IO cepBMCoOB obecne4nBaet, 4TO
nocTaBLWK CepBMCa MMEET NpaBO COYeTaTb CEPBUCHI. Buabl gestensHOCTU, CBA3AHHbLIE C I'IOqu'JOJ'IIAO CepBUCOB, nepe-
YUCMNEeHHble B AaHHOM CTaHOapTe, BKNH4YakT nnaHMpoBaHWE CEPBUCOB, ynpaBreHne CTOPOHaMW, 3aefCTBOBaHHbIMW B
*M3HEHHOM UMKNe CepBMCOB, MEHEKMEHT Katanora CepBMCOB, MEHEKMEHT akTMBOB M MEHEKMEHT KDHCbVIpraU,VIﬁ.

8.2.2 MNnaHupoBaHue CepBUCOB

TpeboBaHus ANSA CYLLECTBYHLINX CEPBUCOB, HOBLIX CEPBUCOB M U3MEHEHWIA B CEPBUCAX OOIMKHbI BbITh
onpegeneHbl U AOKYMEHTUPOBAaHbI.

OpraHunzauns JomKHa ONpenenuTb KPUTUYHOCTE CEPBUCOR, OCHOBLIBAsICH HA NOTPEBHOCTSIX opraHuaa-
uuu, notpebuTenei, Nnonk3oBaTenei U OpPYrMx 3aMHTEpPecOoBaHHLIX CTOpoH. OpraHu3auusl OoMKHa onpege-
NUTb U YNPaBnsaTb OTHOLLEHUAMU M AyBnvpoBaHMeEM CEpBUCOB, rae 3To Heobxoaumo. OpraHusauusa OOImKHa
NPeanoXnTb U3MEHEHUS C LUenbio cornacoBaHUsi CepPBUCOB C NONUTUKOW MeHeIKMeHTa CepBUCOB, UensaMu B
obnacTu MeHeaXXMeHTa CEPBUCOB U TpeDoBaHUSAMU K CEPBUCAM, YYUTLIBAs N3BECTHLIE OTPAHUYEHUS U PUCKU.

OpraHun3auns gomkHa onpenenaTs NepBooYepeHyH NocnefoBaTensHOCTb 3anpocoB O BHECEHUN U3-
MEHEHWA ¥ NPEeaNOXKEHUA O HOBbIX UMM U3AMEHEHHBLIX CEPBMCAX C LEeNbi UX COrnacoBaHus ¢ buaHec-noTpeb-
HOCTSIMU U LiensiMi B 0bnacTy MeHegXXMeHTa CEpPBUCOB, YYUTBLIBASA OOCTYMHbLIE PECYPCHI.

8.2.3 YnpaBneHue cTopoHamMu, 3aA4eMCTBOBaHHLIMU B XXM3HEHHOM LIMKIEe CEPBUCOB

8.2.3.1 OpraHuzauns JomkHa NoAdepXMBaTh OTBETCTBEHHOCTL 32 BhIMONMHEHUe TpeboBaHWii, npuee-
OEeHHbIX B HacTosAWeM cTaHgapTe, U NpefocTaBneHne CepBMCOB BHE 3aBMCUMMOCTM OT TOrO, Kakas CTopoHa
3aJencTBOBaHa B OCYLLECTBNEHUU AeATEeNbHOCTM NO NogaepXaHUIo XXN3HEHHOTo LUMKNa cepeuca.

OpraHuzauns JomkHa onpefennTb U NPUMEHSTb KPUTEPUM OLEHKWM W Bbibopa gpyrMx CTOpPOH, 3agein-
CTBOBaHHbIX B XXM3HEHHOM UKKIe cepBuca. JpyrumMmu cTOpoHamMmn MOryT SBNATbCA BHELIHWE NOCTaBLLUKKN, BHY-
TpeHHWe NOoCcTaBLWUKA Unu noTpebutenn, BeicTynawLwme B pony NOCTaBLLMKOB.

Opyrve cTOpOHbl HE AOMKHEI NPeAoCcTaBNATL UMW yNpaensaTbe BCEMU CEPBUCAMU, KOMMOHEHTAMU CepPBU-
COB UNuW npoLeccamu B pamMkax obnactu pacnpocTtpaHeHusi CMC.

OpraHu3auns JomkHa onpeaenniTb U JOKYMEHTUPORATL!

a) cepBuUChI, NpefocTaBnaeMbIe UMK yNpasnaeMble pYyriMKM CTOPOHAMU;

b) KOMNOHEHTLI CEpBUCOB, NpefoCTaBNsAeMble UMK YNpaBnseMble ApYTMMU CTOPOHAMU;

C) npouecchl Unu Yactu npoueccoB B pamkax CMC opraHusauuu, ynpaensieMeie pyruMyM CTOPOHaMMU.

13



roOCT P MCO/M3K 20000-1—2021

Opl’aHV‘IBaLWIH OOJXKHa MHTerpmpoBaTtb CepBMCbl, KOMNOHEHTbLI CEPBMCOB WU NpouecChbl B paMKax CMC,
npegocrtaendemMblie U ynpaendaemble opraHmaau,Meﬁ W opyrumu CtTopoHamm, C uerbio COOTBETCTBUA Tpe-
boBaHUAM K cepBucam. OpraHmaauMﬂ OO0IKHa KOOpPOWHMPOBaTh OEATEeNIbHOCTb C APYrMMKU CTOPOHaMu, 3a-
0eACTBOBAHHBIMU B XM3HEHHOM LMKME cepBuca, BKnw4Yaa nnaHUpoBaHue, NpoeKTUpoBaHuWe, nepeHeceHue,
NOCTaBKy U yrny4dlleHne cepBUCOB.

8.2.3.2 OpraHmaauwﬂ OOJKHa onpenenntb U NpUMeHATb COOTBETCTBYHOLWWME CpefCTBa ynpaBneHna apy-
TMMW CTOPOHaMM M3 Yucna npuMBegeHHbIX HWXe!:

a) M3mMepeHue n oueHkKa nokasatenen 4eAaTenbHOCTH;

b) naMepeHne 1 oueHKa pe3ynbTaTMBHOCTU COOTBETCTBUA CEPBUCOB U KOMMOHEHTOB CEPBUCOB Tp960-
BaHUAM.

MpumeyvyaHue— MNCO/M3IK 20000-3 conepuT pyKOBOACTBO MO yNpaBneHvio ApyrMMmn cTOpoHamMu, 3a4eicTBO-
BaHHbIMW B }XM3HEHHOM LIMKMe cepBauca.

8.2.4 MeHemXMeHT KaTanora cepBucoB

OpraHmnsaumnsa OomkHa co3fgatbh W nogdepkueate B paboyem cocTosiHMM oguH unu Bonee KaTanoros
cepeucoB. Katanor(u) cepBUCOB JOMKHLI BKNOYaThk B cebs MHopMaLMio Ana opraHM3auunum, notpebutenei,
nons3oBaTenei U ApYrux 3aNHTEPECOBAaHHbLIX CTOPOH, OMUCLIBATL CEPBUCHI, X 3aMNaHUpOBaHHbIE pe3ynkTa-
Thl U OTHOLUEHWS MEXJY CEpPBUCAMM.

Opranusauus gomkHa obecnedynBaTe CBOUMM NOTPebUTENAM, NONb3oBaTENsIM U OPYTMM 3aMHTEPECOBaH-
HbIM CTOPOHaM J0CTYM K COOTBETCTBYHOLLMM YacTaM KaTtanora(oB) CepBMCOB.

8.2.5 MeHeOXMeHT aKTUBOB

OpraHu3auusi OoMmKHa rapaHTMpoBaTh, YTO aKTUBbLI, UCMOMb3yeMble ANs NpefocTaBNeHUsl CEpBUCOB,
YyNpaBnsikoTCS C LIeNbK COOTBETCTBUS TpebOBaHUSIM K CEpPBMCaM U 06A3aTensCTBaM, NePeYUCIieHHbIM B M. 6.3 ¢).

MpumevaHus

1 MCO 55001 1 UCO/MBK 19770-1 cogepkat TpeboBaHMs aAna Nogaep:KaHnusa BHeAPEHUA W yNIpaBneHnsa akTuBamu
U MeHemxmeHTa NT-akTUBOB.

2 Kpome TOro, cM. MEHEIXXKMEHT KOHUIypaLUuii, Korga akTUB Takke ABnaeTca anemeHToM koHdurypaumm (3K).

8.2.6 MeHegXMeHT KOH(Urypaumm

Tunel 3K gomkHbl BbITe onpegeneHsl. CepBuckl 4OMKHBI BbITe KNaccupuuMpoBaHsl kak 3K,

NHdbopmauma o koHdurypaumm gomkHa BbiTe JOKYMEHTUMPOBaHa Co cTeneHbio nogpobHocTu, cooTBeT-
CTBYHOLLEA KPUTUYHOCTM M TUMNYy cepBUCcOB. [ocTyn K MHOpPMaLUunUM O KOHPUIypaumm NoanexuT ynpaeneHuio.
Wudhopmaums o KoHbUrypauumn, AOKYMEHTUPOBaHHag no kaxxaomy 3K, AomkHa BKNYaTh:

a) yHUKanbeHY naeHTUgUKaumio;

b) Tnn 3K;

c) onucanune 3K;

d) B3aumooTHoLweHue ¢ gpyrumu 3K;

€) cTatyc.

3K nognexut ynpaeneHuo. MamerneHuns B 3K gomxHbl ObiTe NpocnexuBaemMbiMy U MPOBEPSEMbIMUI AN
nogaepXaHus LenocTHoCcTU uHdopmauun o koHdurypauun. MHgopmaumnsa o koHdurypaumm gormkHa 6biThb
aKkTyanuaupoBaHa nocne BHegpeHus namerHeHunn B 3K.

Yepes 3annaHMpoBaHHble MHTEPBarkl BPEMEHW OpraHu3auus AormkHa BepudurumpoBaTk TOYHOCTb WH-
dropmMaumm o koHdurypaumu. MNMpu BeISBMEHUA HETOMHOCTEWN OpraHu3auus JoMmkHa npegnprHMMaTe COOTBeT-
CTBYIOLINE OEACTBUS.

Mpu HeoBxoguMOCTK MHhOPMaLMs O KOHUIypauumn gomxHa ObiTe AOCTYNHA ANA OCYLLeCcTBNeHUdA ApYy-
TMX BUWAOB AEATENbHOCTU, CBA3AHHBIX C MEHEKMEHTOM CepPBHCOB.

8.3 OTHOLWIeHMA U cornawleHus

8.3.1 O6wme nonoxeHus

OpraHnsaunsa MOXeT UCMNonb30BaTh NOCTABLLMKOB ANA:

a) NpefoCTaBNeHnss UNn yNpaBneHns cepBrucamMu;

b) npegocTaBneHvs unu ynpaeneHvus KOMNOHEHTaMW CEPBUCOB;

C) ynpaBneHus npoLeccammn Unm 4acTaMu NpoLeccoB, KOTopble HaxogaTcs B pamkax CMC opraHusauuu.

PucyHok 2 unniocTpupyeT MeEHeOXMEHT UCMOMNb30BaHWSA, COrMalleHuid U B3aUMOOTHOLUEHUA ¢ BU3He-
COM, MEHEXMEHT YPOBHSA CEPBUCOB M MEHEIXMEHT NOCTABLLUKOB.
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r 8.3.4 MeHemKMEHT NOCTaBLUWKOB —l r 8.3.2 MeHemkMeHT —l
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PucyHok 2 — OTHOLLEHWA 1 cornalleHnss Mexay CToOpoHaMu, 3a4eACTBOBaHHbIMK B XXM3HEHHOM LMKIE cepBuMca

MpumevyaHwus

1 UCO/M3K 20000-3 coaepuT NpUMepbl B3aMMOOTHOLLEHWA B paMKax Lenuv nocTaBok C MX NOTEHUWansHOM npu-
MEHUMOCTBIO M 0BnacTelo.

2 MeHeDXMeHT NOCTaBLUMKOB B HACTOSILLIEM CTaHAApTe MCKMYaeT 3aKynKu NocTaBLLMKOB.

8.3.2 MeHeOXMeHT OenoBbIX OTHOLWEHWUH

MoTpebutenu, nonbL3oBaTenu U Apyrue 3auHTEPeCcOBaHHbIE CTOPOHLI CEPBUCOB AOMKHbLI OblITh OEHTU-
1LMPOBaHbl U OOKYMEHTUpOBaHbl. OpraHn3aums JOMmKHA UMETb OOHOrO UK Gonee ynornHOMOYEHHbIX NUL,
OTBETCTBEHHbIX 38 MEHEPKMEHT OTHOLLEHWIA ¢ noTpebuTenamu 1 nogaepxaHue yaoBNEeTBOPEHHOCTU NoTpe-
butenen.

OpraHun3auus gomkHa onpefennts Nopsiiok 0bMeHa UHopMaLueid co CBOUMU NoTpebutensaMmu 1 apy-
r’MMUW 3anHTepecoBaHHbIMKU cTopoHamu. O6MeH nHdopmaumen gonmxKeH cnocobcTBOBaTb NOHMMAaHWMIO N3MEHS-
loLencs 0enoBon cpedbl, B KOTOPOW (DYHKLUNOHUPYIOT CEPBUCHI, U OOMKEH AaBaTb OpraH1M3aumMm BO3MOXHOCTb
pearMpoBaTtb Ha HOBbIE UMM U3MEHEHHble TpeboBaHUA K cepBuUcam.

Yepez 3annaHMpoBaHHble MHTEpPBanbl BpEMEHWU OpraHM3aunsa OoMKHa aHanuanpoBaTbh TEHOEHUNN W3-
MEHeHWsi NPOoVU3BOANTENbHOCTU U pe3ynbTaThl CEPBUCOB.

Yepes zannaHWpOBaHHbIE WHTEpPBanbl BPEMEHW OpraHu3auus JOIKHa W3MepsTb YOOBNETBOPEHHOCTb
CepBUCaMK, OCHOBLIBAsACL Ha penpe3eHTaTuBHOW Bbibopke notpebuTtenen. PesynsraTtel AOMKHbBI BbITE Npo-
aHanu3anpoBaHbl, pAaCCMOTPEHbI B Lensx WAeHTUUKaLUK BO3MOXHOCTEN AN yNyYLLeHUa U NpedocTaBneHsl
B hopMe OT4eTa.

XKanobbl B OTHOLEHUN CEPBUCOB AOMKHbI ObiTh 3aperncTpupoBaHbl, YNPaBnsaTbLCA C LENb UX 3aKpbl-
TWA U NpefocTaBneHbl B hopme oT4eTa. B cny4vasx, korga xanoba B OTHOLLEHWW CEPBUCOB He pelleHa Mno-
cpeacTBOM ODbIYHBLIX KAHAMOB CBA3M, OOIHKEH BbiTh NPEAOCTABMNEH METOA PacnpoCTPaHEHUS.

8.3.3 MeHemXMeHT ypOBHEM CEpPBUCOB

OpraHu3auma n notpebutens onpegensitoT CEPBUCHI, KOTOPbIE AOMKHLI ObITh NPeA0CTaBMNEHbI.

B oTHOWweHnn Kaxgoro npefocTaBnaemMoro CepBmMca OpraHn3aunsa ormKHa NoAroTOBUTL OAHO MUK He-
ckonbko SLA Ha oCcHOBe JOKYMEHTUPOBaHHbIX TpeboBaHWi K cepBucam. SLA 0omKHbI BKNIOYaTh LIEeNn YpPOBHS
CEpPBUCOR, NpefenbHyo pabouyo Harpysky U UCKIMYEeHWs.
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Yepes 3zannaHWpoBaHHbIe MPOMEXYTKA BPEMEHM OpraHn3auvs AOMKHA OCYLEeCTBMATb MOHUTOPUHT,
aHanW3npoBaThk M NPEAOCTaBNATh OTYETHOCTbL B OTHOLLEHWUM:

a) nokasatenen 4eATenbLHOCTU Ha COOTBETCTBUE LieNsiM YPOBHS CEPBUCOB;

b) dhakTnyeckux n nepvognyecknx n3meHeHnin pabodei Harpy3ky No CpaBHEHUIO ¢ NpedensHon pabo-
Yyel Harpyskomn, ykazaHHon B SLA.

B cny4asnx, korga uenu ypoBHs CEPBUCOB HE AOCTUMAlOTCH, OpraHvM3auns AOMKHa MOeHTUULMPOBaTh
BO3MOXHOCTMW ANA yNyYLlEeHWs.

M pumMmevYyaHune — CornatueHus mMexay OpraHIASGL[V!EF'I nee I'IOTpe6VITEHF|MIfI 0 cepBUCaXx, KOTOPble O0IMKHbI ObITb
npenoctaeneHbl, MOryT NPUHKUMAaTe pas3rminyHble q’JOpri, Takne Kak JOKYMEHTMPOBAaHHOE cormatleHune, NpoToKosbl YCTHBIX
cornalleHun, AOCTUTHYTbBIX B XO4e COBeLllaHnA, cormaleHne, M3NoXeHHOe B ANEeKTPOHHOM nNUCbMe, Uk cornawleHne 06
YCNoBWAX NpeaocTaBrieHnA cepeuca.

8.3.4 MeHeOXMeHT NOCTaBLIMKOB

8.3.4.1 MeHeOXMeHT BHELUHUX NOCTaBLUMKOB

OpraHuzauus OomkHa UMeTb O4HOIo U Bonee ynonHOMOYEHHLIX NUL, OTBETCTBEHHbLIX 32 MEHEXMEHT
OTHOLUEHWW, AOTOBOPLI M MoKasaTenu AeATeNnbHOCTU BHELIHMX NOCTaBLMKOB.

B oTHOWeHWM KaXaoro BHELLUHEro MocTaBLLiMKa opraHu3auus JOSKHa cornacoBath AOKYMEHTUPOBAaH-
HblA Joroeop. [loroBop AoMmKeH BKNKYaTL B cebsa unu cogepxatb CCbINKy:

a) Ha obnacTb MPUMEHEHUS CEPBUCOB, KOMMNOHEHTEI CEPBUCOR, MPOLECCHl UMM YacTu MPoLEeccoB, KOTo-
pbie A0MXHbl BbITb NpeaocTaBneHbl UNU NpUBEAEHbl B AENCTBUE BHELLIHUM NOCTaBLUMKOM;

b) TpeboBaHus, KOTOpblE OOMKHLI COBMAATLCA BHELWHMM NOCTABLLMKOM;

C) uenu ypoBHSl CEPBUCOB UMW Apyrie OOrOBOPHbIE 00A3aTenbCTBa;

d) NoNHOMOYMA 1 OTBETCTBEHHOCTM OPraHM3aLMM U BHELLHETO NOCTaBLLMKA.

OpraHu3aumsi OMmKHa OUEHWBaTb COrMacoBaHHOCTbL LIENeil YPOBHSI CEPBUCOB M APYTUX OOTOBOPHLIX
0653aTenbCTB BHELLHEro NocTasLymka Ha cooTBeTcTBue SLA ¢ noTpebutensamu, a Taike ynpaensaTb MOEHTU-
huumnpoBaHHbIMKU prckamu. OpraHuM3auus 4omKHa onpeaennTb U yNpasnaTh B3aMMOLENCTBMEM C BHELLHUMUA
NMoCcTaBLLMKaAMM.

Yepes zannaHnpoBaHHbIe NPOMEXYTKM BpEMEHU OpraHn3auns OOMKHa OCYLLEeCTBNATE MOHUTOPUHS MOo-
KasaTenen OeATenbHOCTU BHELLHEro nocraslnka. B cnyyasx, korga Lenv ypoBHA CEPBUCOB UIK Apyrue Oo-
roBopHbie 006s13aTenbCTBa He cobnaalnTca, opraHn3auna aonxHa obecnedymsaTtbe MOSHTUMUKALNKD BO3MOX-
HOCTEW AnNS ynydlleHus.

Yepes 3annaHUpoBaHHbIE NPOMEXKYTKM BPEMEHW OpraHu3auusi OOIKHa aHanuMavpoBaTb OOroBOp Ha
npeameT COOTBETCTBMA AEWCTBYIOLUM TpeboBaHuAM K cepBucam. MiameHeHus, uoeHTUULNMPOBaHHbIE B OT-
HOLLEHWX OOroBOpa, A0MKHbI ObiTh OLEHEeHbl Ha nNpeaMeT Bo3OencTBus nameHeHns Ha CMC wn cepBuchl oo
yTBEPMKOEHWUS U3MEHEHUS.

Cnopbl Mexay opraHu3aumnein U BHELIHUM MOCTaBLUMKOM [OIMKHbI ObiTh 3aperMcTpupoBaHbl M ynpas-
NATLCA 0O MOMEHTA UX yperynupoBaHus.

8.3.4.2 MeHeOXMeHT BHYTPEHHUX NOCTaBLLMKOB 1 NOTpebuTenen, BoICTYNakLW X B pony NocTaBLLMKa

B oTHOWeEeHUN KaXxgoro BHYTPEHHEro NocTaBLiMKa M NOTpPebuTens, BbICTynatwoLlWero B ero ponu, opra-
HU3auus OomkHa paspaboTaTth, cornacoBaTtk U NoaaepxuBaTb B pabodyeM COCTOSHUWM AOKYMEHTUPOBAHHOE
cornalleHve aAns onpeneneHuns Lierne YpoBHS CEPBUCOB, OPYrMx 00s3aTenbLCTR, BUOOB AeATENLHOCTU U B3a-
MMOCBSA3el Mexay CTOpPOHaMu.

Yepes 3annaHnMpoBaHHbIe NPOMEXYTKM BPEMEHW OpraHn3auunsa JOMKHa OCYLLEeCTBNATE MOHUTOPUHS Mo-
Kasartenen OeATENbHOCTU BHYTPEHHErO NOCTaBLyMKa Unu notpebuTens, BICTYNAKLWEro B ponu NocTasLymka.
B cny4yasix, korga uenu ypoBHsi CEPBUCOB UMK Opyrue cornacoBaHHble 06a3aTtensbcTBa He cobriogatoTes, op-
raHuzaumsa gomkHa obecneynBate MAEHTUUKALWIO BO3MOXHOCTEN AN YNyYLIeHUs.

8.4 lMpegnoxeHue U cnpoc

8.4.1 BrogxeTMpoBaHMWe U Y4YeT 3aTpaT Ha CepBUCHI

OpraHun3auna gomkHa ocyLecTBnATb GlogKeTnpoBaHue U y4eT CepBUCOB UMK rPynn CEPBUCOB B COOT-
BETCTBWMW CO CBOMMMW MOMUTUKAMMK U nNpoueccaMmyu (PUHAHCOBOIo MeHeKMeHTa.

3aTpaThl JOMKHBI ObITh 3anoxeHbl B OrOXKeT B Lenax obecnevyeHus pesynsTaTMBHOrC UHaHCOBOIO
yrnpasneHus U NPUHATUSA PELLIeHNn B OTHOLLEHNN CepBUCOB.

Yepes 3annaHWpoBaHHbIE NPOMEXYTKN BPEMEHW OpraHvMsauns OOSKHa OCYLLECTBATL MOHUTOPUHT U
npefocTaBnsATh OTYETHOCTE O (hAKTUYECKUX 3aTpaTtax B CPaBHEHWW C BIOOKeTOM, aHanu3npoBaTtk NPOrHo3b
h1HaHCOBOro NOMOXeHWA W YyNpaBsnaTL 3aTpaTtamMu.
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MpumMeyaHue — MHOTMe, HO He BCe OopraHu3auuu GepyT NnaTty 3a CBOM CEpPBUCHI. BIOMKETUPOBaHWE U y4eT
3aTpaT Ha CepBUCHl B HACTOSLLEM CTaHZapTe WCKMHYAeT BaMMaHWe nnatbl Ans obecrnedveHusi NPUMEHUMOCTU KO BCEM
opraHv3auusm.

8.4.2 ¥YnpaBneHue cnpocom

Yepea 3annaHMpoBaHHbIe MPOMEXYTKM BpeMEHU OpraH13auuns JoMmKHa:

a) onpefensATb TEKYLLWIA U NPOrHO3MPOBaTL ByayLINA YpOBEHb CNpOCa Ha CEpPBUICHI;

b) ocyLlecTBNATL MOHMTOPMHI M NPenoCTaBNsATbh OTYETHOCTbL 06 ypoBHe cnpoca v notpebneHun cep-
BUCOB.

MpumMeyaHue — YnpaeneHue cnpocom obecneyrBaeT NOHUMaHUe TeKyLlero 1 ByayLlero ypoBHsA crnipoca no-
TpebuTenei Ha cepBUChl. YNpaBneHWe MOLIHOCTAMMW COBMELLAETCS C YNpaBieHMeM CNpoCcoM B LENsX NnaHWpoBaHWA W
NpefoCcTaBNeHUs M NpedocTaBNeHus JOCTATOYHbIX MOLLHOCTEH ANA YOOBNETBOPEHUs crpoca.

8.4.3 YnpaBneHne MOLWHOCTAMM

TpeboBaHWsl K MOLLHOCTSIM YeNOBEYECKUX, TEXHUYECKUX, MH(POPMALMOHHLIX U (DUHAHCOBLIX PECYpPCOB
OOMKHbI BbITh ONpeneneHbl, JOKYMEHTUPOBaHbI U NoAAepXUBaThbcA B paboyem cocTosHMM C yyeToM Tpebo-
BaHWA K CepBUcamMm 1 Npon3BOANTENBHOCTH.

OpraHuM3aumnsa gonxHa nnaHMpoBaTh MOLLHOCTU, BKITOYas:

a) TeKyLLYyH M NPOrHO3MPYEMYH MOLLHOCTb Ha OCHOBE CMpoCca Ha CepBUIChI;

b) oxnpaemoe BO3oeNCTBME COrMacOBaHHbIX LieNen YPOBHSA CepBUCOB, TpeboBaHWM K OOCTYMHOCTH W
HenpepbIBHOCTU CEPBMCOB HAa MOLLHOCTL;

C) BPEMEHHbIE PaMKW U MOPOroBble 3HAYEHWUS AN M3MEHEHWIA B MOLLHOCTK CepBuca.

OpraHunzauus gomkHa obecnevymTb MOLHOCTb, LOCTAaTO4YHYH ANA COOTBETCTBUA COrMacoBaHHbIM Tpebo-
BAHWAM K MOLLHOCTU U NPOU3BOAUTENLHOCTKU. OpraHu3auns 4OMPKHA OCYLLECTBNATL MOHUTOPUHT UCMNONb30Ba-
HWSA MOLLIHOCTEN, aHanM3nMpoBaTh JaHHbIe O MOLHOCTAX U NPOM3BOANTENBHOCTK, a Takke MaeHTUUUMpoBaTh
BO3MOXHOCTW A8 NOBbLILEHWSI MPOM3BOAMTENBLHOCTH.

8.5 MpoekTMpoBaHUe, NOCTPOEHUE U NepeHeceHWe CEPBUCOB

8.5.1 YnpaeneHue U3aMeHEHUAMM

8.5.1.1 lMonwuTtuka B obnactu ynpaBneHusi U3MEHEHUAMMU

MonuTuka B obnacTtu ynpaeBneHnss M3aMeHeHWsIMKM OoMmKHA BbiTe paspaboTaHa 1 JOKyMeHTUpoBaHa ans
onpegeneHus:

a) KOMMNOHEHTOB CEPBUCOB U ApYrux (hakToOpoB, HAXOASALLMXCA NOL4 KOHTPONEM NpW yrnpaeneHuyu uame-
HEHUAMM;

b) kaTeropuii UaMEHeHWUA, BKIOYas aBapuiHoOe U3MEHEeHNe U TO, KaK OHU LOIDKHbI YNPaBnaThCs;

C) KpUTEPWMEB ANSA ONpPEefeneHns U3MEeHEeHU, KOTOpble NOTeHUMANbHO MOTYT OKa3biBaTb 3HAYUTENbHOE
BO3OEeNCcTBME Ha NnoTpebuTtenei nnn cepeBuUChl.

8.5.1.2 MHnuMMpoBaHWe ynpaBneHus U3MeHeHUAMU

3anpockl Ha N3MEHEHWS, BKMOYas npeanoxeHusa o fobaBneHnn, npekpaLwleHun Unm nepeHeceHnn cep-
BWCOB, JOMKHbI BbITh 3aperncTpUpoBaHbl U KNnaccuuLMpoBaHsbl.

OpraHu3auus JomkHa Cnonb30BaTh NPOEKTUPOBaHME U NEPEHECEHME CEPBUCOB, ONUCaHHbIe B M. 8.5.2,
B OTHOLUEHUM:

a) HOBbIX CEPBUCOB, KOTOPbIE MOTEHUUANBHO MOTYT OKa3biBaTbh 3HAYUTENbHOE BO3AENCTBME HA NoTpebu-
Tenen Unu apyrue cepBUChI, KaKk oNpeaeneHo NonUTUKON B 0BrnacTy ynpaBneHus M3aMeHeHUsMU;

b) N3MEeHeHWIN cepBUCOB, KOTOPbLIE NOTEHLMANBHO MOTYT OKa3blBaTb 3HAYMTENbHOE BO3AENCTBME Ha No-
TpebuTenen unu Apyrue cepBuChl, Kak onpeaeneHo NoNMTUKOM B obnacTu ynpasneHnsa N3MeHeHWAMMU;

C) KaTeropuin U3MEHEHUIN, KOTOPLIE JOMKHbLI YyNPaBnATLCHA NPOEKTUPOBAHWEM W NMEPEHECEHUEM B COOT-
BETCTBMM C MONMTUKOWA B 06NacTn ynpaBneHns M3BMeHEHUSIMN;

d) npekpalleHnsi NpefocTaBneHnsa cepBuca;

€) nepexoja CyLecTBYIOLLEro cepeuca 0T OpraHv3aLmy NoTpedbuTento unn apyroi CTOpoHe;

f) nepexoga cyllecTBYHOLLUX CEPBUCOB OT NOTPEOUTENEN UNK ApYrux CTOPOH OpraHM3auunu.

OueHka, yTBEepXaeHWe, NNaHUPoOBaHWE U aHanMU3 HOBLIX UITM M3MEHEHHBLIX CEpBUCOB B 0bnacTtu n. 8.5.2
OOIMKHbI YNPaBnAaTLCA NOCPEACTBOM AEATENbHOCTU NO yNpaBneHuo U3MeHeHNAMMW, onmMcaHHoMy B n. 8.5.1.3.

3anpockl Ha UBMEHeHUs, He ynpaenseMsle NocpeacTBOM M. 8.5.2, 4OMKHLI yNpaBnaTLCSA NOCPEACTBOM
LEeATEeNbHOCTU MO YNPaBMNeHUI0 U3BMEHEHUAMU, onvcaHHoMy B n. 8.5.1.3.
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8.5.1.3 [leATenbHOCTb MO YNpaBneHWo U3MEHEHUAMM

OpraHu3aums 1 3aMHTepeCcoBaHHbIE CTOPOHLI AOMKHEI MPUHUMATL peLleHns 06 yTBepaeHUN 1 Npruopu-
TETHOCTU 3aNpOCOB Ha M3MEHeHUS. [1pu NPUHATUN peLLeHWiA OOMKHbI BbITh YUTEHbI PUCKU, KOMMEPYECKUE BbI-
rofbl, OCYLLECTBMMOCTb U (DMHAHCOBBIE NocneacTBus. [1pn NPUHATUKM PELLEHUI TakKe OAOMKHbI BbiTb YYTEHbI
noTeHunanbHble BO3AENCTBUSA U3BMEHEHUSA Ha!

a) cywecTByHLLNE CEPBUCHI;

b) noTpebutenen, nonk3oBaTenemn U Apyrve 3anHTEPECOBaHHbIE CTOPOHbI;

C) NOMUTKKN U NNaHbl, HEOBXOANMbIE COIMACHO HACTOSALLEMY CTaHAaPTY;

d) MOLLHOCTb, AOCTYMNHOCTb, HENPEPLIBHOCTL CEPBUCOR WU MH(POPMAaLIMOHHYK Be30NacHoCTE;

€) opyrue 3anpockl HA U3MEHEHWSs1, PENU3bl U NIaHbl Pa3BEPTbIBAHUSA.

YTBepKaeHHble M3MEeHEeHWUs1 OOMKHblI BbITb NOArOTOBMNEHbLI, BEPUMULMPOBAHLI WU, €CINIM 3TO BO3MOXHO,
NoJABEPXeHbl UcnbiTaHuAM. Npeanaraemblie AaThl pa3BepTbiBaHUA 1 Apyras nogpobHasa nHdopmaymsa o pas-
BEPTbIBAHUWN YTBEPXAEHHbLIX UBMEHEHUI OOMKHbI BbiTh 4OBEAEHbI 40 CBEAEHMS 3aMHTEPECOBaHHbIX CTOPOH.

Bugbl geaTensHOCTU, HanpaBneHHble Ha OTMEeHY UMK UCcnpaBneHue HeyaauyHoro U3MeHeHUs, OOMKHbI
ObITb 3aMnaHUpPOBaHbI U, ECNK 3TO BO3MOXHO, NOABEPXKEHbI MCMbITAHWUAM.

MNpu Heyga4HbIX M3MEHEHUSAX CrieyeT NMPOBECTU paccneaoBaHWe Y MPUHATL COrNMacoBaHHbIe OeNCTBUSA.

OpraHu3auus OOMmKHAa aHanu3upoBaTk U3MEHEHUS HA NpeaMET UX pe3ynsTaTUBHOCTU AN BHEeOPEeHUs
OENCTBUIA, COrMacoBaHHLIX C 3aUHTEpPeCOBaHHbLIMW CTOPOHAMMU.

Yepes 3annaHnpoBaHHbIE MPOMEXYTKN BPEMEHMW 3aMMcK No 3anpocam Ha U3MEHEHWNA JOMKHbI NoaBep-
ratbCA aHanuay Ans BbiABNEHWA TEHAEHUNA. Pe3ynkTaThl U 3aKkioueHUs aHanuM3a JOIMKHbI ObiTb 3aperucTpu-
pOBaHbI U pacCMOTPeHbI AN BbISBNEHUS BO3IMOXHOCTEN ANS Yry4dLleHUs.

8.5.2 MNpoekTupoBaHMe N NepeHeceHne CepBUCOB

8.5.2.1 lNnaHMpoBaHNEe HOBLIX UMM M3MEHEHHbLIX CepBUCOB

Mpy NnaHMpoBaHMK OOMXKHbI BBITE MCNONbL30BaHbl TPeboBaHMA K cepBMcam ONS HOBbIX M M3MEHEHHbIX
CEPBUCOB, yKa3aHHble B M. 8.2.2, a Taleke AOMKHbI ObITb BKMOYEHbl UMW YKa3aHbl B BUAE CCbINOK:

a) NONMHOMOYMS U OTBETCTBEHHOCTM 32 OeATENbHOCTE MO MPOEKTUPOBaHUKD, MOCTPOEHUID U NepeHece-
HWIO CEPBUCOB,;

b) BMAOBI 0EATENBHOCTM, KOTOPbIE OOMKHbLI OCYLLECTBNATLCH OpraHu3almned Unu OpyruMyM CTOpoHaMu,
CPOKW MX BLINOMHEHWS;

C) YenoBeveckue, TEXHMYEeCKNe, MHOPMaLMOHHbIE U (DMHAHCOBBIE PECYPChI;

d) 3aBMCMMOCTHW OT OpYTrMX CEPBUCOB;

e) HeobXoOoUMbIE UCTIBLITAHWSA HOBLIX U MU3BMEHEHHbIX CEPBUCOB;

f) KpUTEpPUKN NPUEMKU CEPBUCOB;

g) 3annaHUpoOBaHHbIe pe3ynbTaThl NPeaoCTaBNeHns HOBbIX UMW N3MEHEHHbBIX CEPBMCOB, BbIPaXKEHHbIE
B U3MepUMOWN popme;

h) Bozgeicteue Ha CMC, gpyrue cepBuUChl, 3annaHUpoBaHHbIe M3MEHEHWs, NOTpebuTeneii, nonL3oBare-
nen v gpyrne sanHTepecoBaHHble CTOPOHbI.

B oTHOWeEHUU cepBUCOB, MOANEXaWMX OTMeHe, MMaHUPOBaHWE OOIMKHO LOMOMNHUTENBHO BKMKOYATb
aarty(bl) OTMEHblI CEPBUCOB W AEATENbHOCTL MO apXMBUPOBAHMWI, YOANEHUID UMW NEPEHEeCeHUI0 AaHHbIX, [0-
KYMEHTUPOBaHHON NHOPpMaLIMK N KOMMOHEHTOB CEPBUCOB.

B oTHOLIEHUN CEPBUCOB, KOTOPbIE AOMKHLI ObiTh NEPeHeceHbl, NMaHMPOBaAHUE OOMMKHO OONONHUTENEHO
BKMOYaTh AaTy(bl) NepeHeceHns CEpPBUCOB M MEPONPUATUS MO NEPEHECEHUI0 AaHHBIX, JOKYMEHTUPOBaHHON
nHopmaymm, 3HaHMA U KOMNOHEHTOB CEPBUCOB.

OK, Ha KoTopble BO30EMCTBOBANM HOBLIE UMM M3AMEHEHHBLIE CEPBUCHI, NMOANEXKAT yNpaBneHuo nocpes-
CTBOM MEHeXXMeHTa KOHUrypaumi.

8.5.2.2 lpoekTMpoBaHue

HoBble UNW M3MeHeHHble CEPBUCHI OOMKHbI ObITb CNPOEKTUPOBAaHbLI U JOKYMEHTUPOBAHLI TakuM 0B6-
pa3oMm, 4Tobbl COOTBETCTBOBATE TPeDOBAHMAM K CEPBMCAM, yYKa3aHHbIM B M. 8.2.2. [poeKkTupoBaHue OOMKHO
BKIKOYaTh COOTBETCTBYIOLWME pasfernbl U3 NPUBEOEHHOIO HUXKE CrncKa:

a) NOrMTHOMOYMS! M OTBETCTBEHHOCTM CTOPOH, YYaCTBYHOLMX B NPefOoCTaBNeHUM HOBLIX UM M3MEHEHHbIX
CEPBUCOB;

b) TpeboBaHMA K WM3MEHEHUSIM B YEMNOBEYECKUX, TEXHUYECKUX, MHCOPMALMNOHHBIX U (OUHAHCOBLIX
pecypcax;

c) TpeboBaHMA K COOTBETCTBYIOLLEMY 0Bpa3oBaHMK, NOArOTOBKE WU OMbITY;

d) HOBbIE UNK M3MeHeHHble SLA, JOroBoOpkl U ApYyrie AOKYMEHTUPOBAHHLIE COrMalleHus, NoaaepXuea-
loLlmMe CepBUCHI;
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e) nameHenus B CMC, Bknoyast HoOBble UMW U3MEHEHHbIE NOMMUTUKK, MNaHbl, NPOLEecchl, NpoLeaypbl, 13-
MEepeHUsi U 3HaHUS;

f) BO3OencTBUE Ha Opyr1e CepBUCHI;

g) akTyanusauma katanora(oB) CepBUCOB.

8.5.2.3 lMocTpoeHue U NnepeHeceHne

HoBble WK M3MEHEeHHbIe CepBUCHl NoANeXaT UCMbITaHWUID ANA BepuduKaLmnm Toro, 4TO OHW yOOBNETBO-
psiloT TpeboBaHWsIM K CepBrcam, COOTBETCTBYHOT JOKYMEHTUPOBaHHOMY MPOEKTY M OTBEHAKT COrNMacoBaHHbIM
KpMTepusiM npuemMkn cepeucoe. Npu HecobnogeHUU KpUTepMER NPUEMKU CEPBUCOB OpraHM3aLmsa 1 3anuHTepe-
COBaHHbIEe CTOPOHbI AOMKHbI NPUHATL PELIEHWE B OTHOLIEHWWN HEOBXOAMMbIX 4ENCTBUA U BHEOPEHMWS.

YnpaeneHue pennaaMmv U BHegPEHWEM O0IDKHO MCNONb30BaTLCA ANA BHEAPEHUSA YTBEPKAEHHbIX HOBbIX
UIKU U3MEHEHHBIX CEPBUCOB B NMPOW3BOACTBEHHYHO cpeay.

Mo 3aBepleHUK 4eATEeNbHOCTM NO NepeHeceHnio opraHM3aunsa JomKHa NpegocTaBuTh 3auHTepecoBaH-
HbIM CTOPOHaM OTYETHOCTb O AOCTMXKEHWUW 3anNaHUpPOBaHHbIX Pe3yrnbTaToB.

8.5.3 YnpaBneHue penusamMuv U BHegpeHUeM

OpraHu3auus 4omkHa onpeaenuTb TUMbl PENM30B, BKMOYasA aBapuiHbie pernuabl, X 4acToTy U cnocob
ynpasneHus.

OpraHu3auns OOMmKHa NNaHUpOoBaTh BHEAPEHWE HOBLIX WIM W3MEHEHHBIX CEPBMCOB W KOMMOHEHTOR
CEPBUCOB B NPOW3BOOCTBEHHYO cpeny. [NnaHupoBaHue OOMKHO BbiTb CKOOPAWHWMPOBAHO C MEHEIXMEHTOM
M3MEHEHWI M BKINKOYATE CChIMIKM HA COOTBETCTBYHOLLME 3anpoCkl HA U3MEHEHUS, U3BECTHLIE OLIWDKM Unu nNpo-
©bneMel, 3aKkpbiBaeMblie NocpeAcTBOM penusa. MNnaHupoBaHWe OOIMKHO BKMOYAaTh AaThbl BHEOAPEHUST KaXKOO0ro
penusa, nnaHupyemble pesynbsraThl U MeTodbl pa3BepThiBAHUA.

Penus pomxeH 6biTb BEPUMULIMPOBAH HA COOTBETCTBME OOKYMEHTUPOBAHHBLIM KPDUTEPUSIM NMPUEMKU U
yTBEPXAeH A0 ero BHeapeHus. MNpu HecobniogeHWM KpUTEpPUER NPUEMKM OpraHM3aLusl U 3auHTepecoBaHHbIe
CTOPOHbI AOMKHbI MPUHATL PELLIEHWE B OTHOLLIEHUU HEODXOOAUMbIX JENCTBUIA M BHEOPEHMS.

Mepen BHeopeHueM penuia B NMPOW3BOACTBEHHYH CPefy AOMKHbI ObiTh YTBEPXAEHEI OCHOBHLIE Napa-
MeTpbl 3aTpoHyThix JK. Penna gomkeH BbiTb BHEAPEH B NPOW3BOACTBEHHYHK cpefy Takum obpa3om, 4Tobbl
COXPaHsATb LEeNoCTHOCTbL CEPBUCOB U KOMNOHEHTOB CEPBUCOB.

YcnewHoe unu HeyaavyHoe BHeOpeHWe penuvia OOMMKHO NogBepratbCd MOHUTOPWHTY W aHanuay. Mame-
PEHWST OIMKHbI BKITKYaTb B ce0A MHUMAEHTbI, OTHOCALLMECS K PENU3Y B NEPUOL, CNeayHLWNA 38 BHEAPEHWEM
penu3a. PesynbtaTthbl 1 3aKMOYeHWs MO aHanuay AOMKHbI ObiTh 3aperncTpupoBaHbl M NpoaHannM3npoBaHbl ANg
noeHTUdUKaLUN BO3MOXHOCTEN ONS YydLWEeHNUs.

MHdopmauma o6 ycnewHbix MNu HeygadHbiX BHEOPEHWSX PEenu3oB WM OaThl NpeacToslunX penusoB
OOMXHbI NPEeAOCTaBnNATLCA ANA APYrMx BUAOB AEATENbHOCTW MO YNpaBneHuo cepBucamm, ecnm NnpumMeHuMo .

§.6 PaspeweHue u ocyliecTBneHue

8.6.1 ¥YnpaBneHune MHUMOEHTaAMM

MHUMaeHTbl OOMXKHbI ObiTb:

a) 3aperMcTpuMpoBaHbl U KNnaccuUUMpPOBaHbI;

b) pacnonoxeHsbl B Nopsake NPUOPUTETHOCTU C YH4ETOM BO3AEWCTBMSA W SKCTPEHHOCTH;

C) pacluMpeHsbl, ecrnv Heobxoanmo;

d) yperynupoBaHsbl;

€) 3aKpbIThI.

3anvcy B OTHOLIEHUW UHLMAEHTOB AOIDKHBI ObITh aKTyanu3npoBaHbl C yKa3aHUEM NPeanpuUHATLIX Oei-
CTBUA.

OpraHusauunsa gormkHa onpefenuTe KpUTepuu ons unaeHTUduKaumm 3HadyuTenbHbIX MHUWOEHTOB. 3Ha-
UMTENbHbIE MHUUOEHTHI OOIMKHbI ObITh KNnaccudULMpoBaHbl U YNpaBnsaATLCA B COOTBETCTBUU C AOKYMEHTU-
poBaHHOM npouenypoi. Beicluee pykoBOACTBO AOMKHO GbiTb OCBEAOMIMEHO O 3HAYMTEMbHbLIX WHLUWOEHTAX.
OpraHu3aumsa JoMmKHa pacnpenennTbs OTBETCTBEHHOCTU 32 YNpaBneHne KaXablM 3Ha4YUTenbHbIM UHLUAEHTOM.
Mocne yperynupoBaHusl 3Ha4YMTENbHbLIN UHLWOEHT OOIMKEH ObITh OTPaXeH B OTYETHOCTU W NpoaHann3vpoBaH
Ana naeHTUUKaLMM BO3MOXHOCTEN AN YryYLIeHUs.

8.6.2 ¥YnpaBneHune 3anpocamMu Ha CepBMUCHI

3anpockl Ha cepBUChl OOMKHbI BbiTh:

a) 3aperucTpuMpoBaHbl U KnaccuuLMpoBaHhl;

b) pacnonoxeHbl B Nnopsagke NpuoOpUTETHOCTH;

C) BbIMOMHEHbI;

d) 3aKpbIThI.
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3anncK B OTHOLLEHUM 3aNpOCOB HAa CEPBUCHI OOMKHbI BbiTh aKTyanM3MpoBaHbl C yKkazaHnem npegnpu-
HATbLIX OENCTBUNA.

WNHCTPYKLMM NO BLINOMHEHUIO 3aNPOCOB Ha CePBUCHI AOMKHbI BbITh JOCTYMHbI ANA MWL, YYaCcTBYOLWMX B
BbINOMHEHWN 3aNpOCOB Ha CEPBUCHI.

8.6.3 YnpaBneHue npobnemammn

OpraHnsaunsa oomkHa aHannm3npoBaTth gaHHble M TEHAEHUWW B OTHOLEHUM NHUWOEHTOB C Lenbi UaeH-
TUudukauun npobnem, a TaKkKe OCYLWECTBMNATb aHanu3 KOPEHHbIX MPUYUH WM ONpenenaTh NoTeHUuanbHbe
[eAcTBUA Mo NPefOoTBPAaLLEHUID BO3HUKHOBEHUA UM MOBTOPHOMO BO3HUKHOBEHUSA UHLWOEHTOB.

Mpobnembl OOMKHbI ObITh:

a) 3aperucTpyupoBaHbl U KNnaccuuLMpoBaHhI;

b) pacnonoxeHsl B nopsake NpUoOpUTETHOCTY;

C) pacluMpeHsl, ecnv HeobxoauMo;

d) yperynupoBaHbl, ecn BO3MOXHO;

€) 3aKpbIThI.

3anucu B OTHOLIEHWW NpobneM OOMKHbI ObITh aKTyanuM3vMpoBaHbl C yKa3aHWeM NpeanpuHATLIX OeR-
CTBWIA. M3aMeHeHKs, HeobxoauMble ANs yperynupoBaHusl Nnpobnemsl, OMKHbI YyNpaBnATLCA B COOTBETCTBUM C
NOMNUTUKOM B 0BnacTy ynpaBneHusi UaMeHeHUAMMU.

B cny4yasx, koraa kopeHHas npu4vHa obina naeHTuduuMpoBaHa, Ho npobrieMa He Bbina OKoHYaTensLHO
yCTpaHeHa, opraHuM3auusa AoMmKHa onpefennTb OEWCTBUSA MO CHWXEHWI YPOBHS UMW YCTPaHEHUID BO3aeW-
cTBusA npobrnemMsl Ha cepBUChl. M3BeCTHbIE OLWMOKM AOMKHbI BbiTh 3aperncTpupoBaHbl. AKTyanbHas nHopma-
umsa 06 ycTpaHeHMn M3BeCTHbIX OWnboK 1 Nnpobnem gomkHa 6biTe 4OCTYNHA ANA APYTrMX BUOOB OEATENbHOCTH
no MEHEOXMEHTY CEPBMUCOB, ecnu Heobxoammo.

Yepes 3annaHnpoBaHHble UHTEPBAnbl BPEMEHW Pe3ynbTaTMBHOCTL yperynuposaHusa npobrnem gormkHa
noABepraTbCs MOHUTOPWHIY, aHan13y U 0OMmKHa ObiTh OTpaXKeHa B OTYETHOCTU.

8.7 OGecneyeHue cepBUCOB

8.7.1 ¥YnpaBneHue AOCTYNHOCTLH CEPBUCOB

Yepes 3annaHupoBaHHble UHTepBarnbl BPEMEeHW PUCKW B OTHOLLIEHWU OOCTYMNHOCTW CEPBUCOB OOMKHbI
BbITb OLEHEHbI U AOKYMEHTMPOBaHbl. OpraHn3auus OomkHa onpefenutb TpeboBaHWsa M Lenu OOCTYNHOCTH
cepeucoB. CornacoBaHHble TpeboBaHWA OOMKHbI YYUTbIBATbL COOTBETCTBYHLWME TpeboBaHus BuaHeca, Tpe-
boBaHua cepsuncos, SLA 1 pucku.

TpeboBaHWA kK 0OCTYNMHOCTW CEPBUCOB M LIENW AOMKHbI BbiTh JOKYMEHTUMPOBaHbI M NOAOEPKUBATLCH B
pabo4yeM COCTOSHWM.

[ocTynHOCTb CepBUCOB AOMKHA NOABEPraTbCs MOHUTOPWHIY, pe3yrnbTaTbl KOTOPOro AOMXHbI ObiTh 3a-
pErncTpupoBaHbl U MPOBEPEHBLI HA COOTBETCTBME UensM. HapylueHne goCTynHOCTU JOMmKHO BbiTh paccneno-
BaHO, HeobxoauMble AENCTBUA LOIMKHbI ObITh MPUHATDI.

M pupMmeyYyaHune — Puckn, MAEHTMCbMLalOBaHHbIE Bn 6.1, MOryT NpenocTaBnuTe BXOOHbIE AaHHbIE ONA PUCKOB B
OTHOLWEHWK OOCTYNHOCTW, HENPEPBIBHOCTWU CEPBUCOB U MHd)DpMaLlHOHHOIﬁ BHesonacHocTw.

8.7.2 YnpaBneHue HenpepbIBHOCTLI CEPBUCOB

Yepes 3annaHuUpoBaHHbIe MHTEpBanbl BpeMeHU PUCKM B OTHOLIEHUU HENPepbiBHOCTU CEPBUCOB OOIK-
Hbl ObITb OLEHEHb! U JOKYMEHTUpPOBaHbl. OpraHu3aumsa OoMKHa onpefennte TpeboBaHNUs K HeNpepbIBHOCTA
cepeucoB. CornacoBaHHble TpeboBaHUA OOMKHbI YYMTLIBATE COOTBETCTBYOWME TpeboraHusa BuaHeca, Tpe-
boeaHua cepBMcoB, SLA 1 pucku.

OpraHusauus gomkHa paspaboTtaTb, BHEOPUTEL U NOAAEPXKMBATE B paboyeM cOCTOSHUM OOWUH unu bonee
NMaHoB HEMNPEPLIBHOCTU CEPBUCOB. [TNaH HeNpepLIBHOCTU CEPBUCOBR AOMKEH BKMoYaTk B ceba unu cogep-
XaTb CChINKY Ha:

a) KpMTepUU U OTBETCTBEHHOCTW 332 BHEAPEHWE HENPEPLIBHOCTU CEPBUCOB;

b) npouenypsbl, KOTOpble A4OMKHbI ObiTb BHEAPEHLI B CMyYae 3Ha4YUTENbHbIX NPobrneM B NpegocTaBneHunn
cepBuca;

C) Uenu B OTHOLLEHWUW OOCTYNHOCTW CEPBUCOB NPWU BHEAPEHUW MNaHa HeNpepbIBHOCTA CEPBUCOB;

d) TpeboBaHKUs K BOCCTAHOBIEHUID CEPBUCOB;

€) npoLeaypsl Mo BO3BPaTY K HOPMarbHbIM YCIOBUAM (DYHKLIMOHVUPOBAHUS.

MnaHbl HENPEepPbIBHOCTU CEPBMCOB U MEPEYHU KOHTAKTHBIX NUL OOMKHbI BbITE AOCTYMHLI NPU OTCYTCTBUK
O0CTyna K 0bbIYHBIM MECTam NpefocTaBneHusl CepBUCOB.
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Yepes 3annaHMpoBaHHbIe MHTEPBArbl BDEMEHMW NNaHbl HENPEPbIBHOCTU CEPBUCOB AOMKHbI NOABEpraTh-
Csl MPOBEPKAM Ha COOTBETCTBME TpeboBaHWMAM K HEMPEPLIBHOCTW cepBUCOB. naHbl HENpepbIBHOCTW CepBU-
COB [OM¥HbI NoaBepraTbCs MOBTOPHLIM MPOBEPKaM Mocne BHeApPeHUs 3HauYuTenbHbIX U3MEHEHUH B cpedy
cepBUCOB. Pe3ynbTaThl NPOBEPOK AOMKHbI BbITh 3aperucTpupoBaHbl. AHann3 formKkeH ObiTh NPpoOBeAeH nocne
KaXKOol NPOBEPKKM W NOCNe BHEOPEHUS KaXaoro niaHa HenpepbiBHOCTU cepBUcOB. Mpu obHapyXeHun Heco-
OTBETCTBUI OpraHu3auusa OomKHa npeanpuHUMaThL COOTBETCTRYOWWE OEACTBUS.

lNpwn BHEgpeHWW nNnaHa HenpepbIBHOCTM CEPBUCOB OpraHM3auWs QOMmKHa OTpaXaTb B OTHYETHOCTM Npu-
UYMHY, BO3OEWCTBUE U BOCCTAHOBIEHUE.

8.7.3 MeHemXMeHT MH(hopMaLMOHHOW 6e30NacHOCTU

8.7.3.1 MonuTtnka B obnactn nHpopmMaunoHHoN 6e30nacHOCTH

PyKkoBOACTBO C COOTBETCTBYHLLMMU NMONMHOMOUYMAMMN OOMKHO YyTBEPAUTE NONUTUKY B 0BriacTu uHgopmMa-
LUWOHHOI Be30nacHOCTA, COOTBETCTBYHLLYD opraHu3auuu. MNonuTtuka B obnactu nHopmaunoHHoh 6esonac-
HOCTW JormkHa OblTb JOKYMEHTMPOBaHA M y4nThiBaTh TpeboBaHWA K cepBucaM u 06aA3aTenbCTBa, yKasaHHble
B 6.3c).

MonwuTuka B obnacty MHOpPMaLUWOHHOW Be30MacHOCTU O0MKHA ObiTh AOCTYMHA NpU HEOBXOOUMOCTMU.
OpraHuzauus JomkHa JOBECTU BaXXHOCTb COOTBETCTBMA NONUTHMKE B 06nactn nHpopmaumoHHon bezonacHo-
CcTu 1 ee npumeHumocTb kK CMC 1 cepBucamM [0 cBejeHUSA COOTBETCTBYHLLMX MWL, CPEAN:

a) opraHu3auum;

b) noTpebutenen u nonb3oBatenen;

C) BHELUHWX NMOCTABLUUKOB, BHYTPEHHWX MOCTABLUNKOB W OPYrMX 3aMHTEPECOBaHHBIX CTOPOH.

8.7.3.2 CpencrtBa ynpasneHus UHpOpMaLMOHHON 6e30MacHOCTLIO

Uepes 3annaHuMpoBaHHble WMHTEpBanbl BPEMEHU PUCKW, CBAI3aHHble C MHopMaLMoHHON BesonacHo-
CTbtO, B OTHOLEeHUM CMC u cepBUCOB AOMKHBI ObITh OLEHEHBI U AOKYMEHTMpoBaHbl. CpeacTBa ynpasneHus
MHOPMAaLIMOHHOW Be30NacHOCTLI0 OOMKHLI ObITh ONpeaeneHsl, BHeAPEHbl U peann3oBaHsl B Lensax obecne-
YeHWUs1 NONUTMKKN B obnacty nHdopmMaLMoHHON 6e30NacHOCTH, a TakKe OOMKHbI y4MTbiBaTh MAEHTU(ULMPO-
BaHHble PUCKU, CBA3AHHbLIE C UHPOPMAaLNOHHOW Be3onacHoCThL. PelleHus B OTHOLWEHUW CPeacTB yrnpaene-
HWUS MHCDOPMAaLMOHHOW Be30NacHOCTLI0 OOMKHbI ObITE JOKYMEHTUPOBAaHbI.

OpraHnzaums gormkHa cornacoBaTb M BHEAPWTbL CpeacTBa ynpasneHusa uHgopmauuoHHon 6esonac-
HOCTbIO B OTHOLLUEHWMW PUCKOB, CBSI3aHHbIX C MHPOPMaLMOHHOW Be30MacHOCTLIO ANA BHELHUX OpraHu3auuii.

OpraHuzauns OoMmkHa OCYLLEeCTBNSATb MOHUTOPUHE U aHanu3 pe3ynsTaTMBHOCTW CPEeACTB ynpaBreHus
MH(POpPMaLMOHHOW Be30NacHOCTLI0 U NpeanpUHUMAaTL COOTBETCTBYOLLME AEACTBMIS.

8.7.3.3 MHUnaeHTbl MHQOPMAaLMOHHON Be3onacHoCTK

WMHUMOeHTEl MHOpMaLMOHHOW Be30MacHOCTY AOMKHEI DbITh!

a) 3aperucTpupoBaHbl U KnaccuULUMPOBaHbI;

b) pacnonoxeHbl B Nnopsiike NPUOPUTETHOCTU C YY4ETOM PUCKOB, CBSI3AHHLIX C MH(pOPMaLMOHHOW Ges-
OMacHOCTLIO;

C) paclmpeHbl, ecrnv Heobxoaumo;

d) yperynupoBaHsl;

€) 3aKpbIThHI.

OpraHu3aumsi JormkHa aHanu3upoBaTb WHUMAEHTbl MHDOPMaUWOHHOW 6e30MacHOCTM Ha OCHOBE MX
Tuna, obbema wu Bo3gencTBusa Ha CMC, cepBUChl U 3aMHTEpPECOBaHHbIE CTOPOHbL. WHUMOEHTH MHgopMa-
LUWOHHOW ©e30nacHOCTU JOMKHbI ObITh OTPaXeHbl B OTYETHOCTU M NpoaHanuaupoBaHsbl ANS MAEHTUUKaLUA
BO3MOXHOCTEW ANS YNy4dLleHns.

MpumevaHune — CraHgaptsel cepun MCO/MBK 27000 comepxat TpeGoBaHMA M NPenoCTaBnsAlT PyKOBOA-
CTBO AnsA obecneyeHus BHeApeHWs W YHKUMOHWPOBAHMSA CUCTEMbI MEHeOXMeHTa uHcopMauMoHHoW GesonacHocTu.
MCO/M3K 27013 npepocTtaenger pykoeoacTeo no wHterpauun UCO/M3IK 27001 n MCO/M3K 20000-1 (HacTosawmia
cTaHgapr).

9 OueHka pe3ynbraToB AeATerIbHOCTU

9.1 MOHUTOPWHT, U3MepeHUe, aHanus3 U oLueHka

Opransau,MH OOJKHa onpenennTb:

a) YTO OOJDKHO noaneartb MOHUTOPUHTY U MU3BMEPEHNAM B OTHOLLEHUN CMCwn CepBUCOB;

b) MeTOObl MOHUTOPWHIA, N3MepPeHUA, adanmn3a U oueHKn, ecnm npuMeHUmMo, ans obecnevyeHus AOCTO-
BEPHbIX PE3yribTaToB;
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C) Korga AOImKHbl NpoBOANTBECA MOHUTOPWHT U M3BMEPEeHNA;

d) Koraa pe3ynbratbl MOHUTOPWHIA U MSMEDEHMVI OOJTKHbI BbITb npoaHannianpoBaHbl U OLIEHEHDbI.

Opl’aHV‘ISaLWIFl AO0JKHa COXpPaHATb COOTBETCTBYHLUYH OOKYMEHTUPOBaHHYH VIHCbODMaLI,MI-O KaK cBuge-
TENBLCTBO MOJTYHYEHHbIX PEe3ylbTaToB.

Opl'aHI/'ISaLiVIﬂ OO0IMKHa oueHUBaTb pes3ynbraTtbl OEATENTbHOCTU CMC Ha cooTBeTCTBUE uensaMm meHen-
AKMeEHTa CepBMCOB W OUeHUWBaATb pe3yrnbraTUBHOCTb CMC. OpraHuaau.vm AOJXKHa OUeHUBaTb pe3yribraTtuB-
HOCTb CEPBMUCOB Ha COOTBETCTBUE TpeﬁOBaHMﬂM CepBUCOB.

9.2 BHyTpeHHUI ayguT

9.2.1 OpraHu3auus JoMKHA NPOBOOUTL BHYTPEHHME ayAnThl Yepes 3annaHMpoBaHHbIE MHTEpPBarbI Bpe-
MeHW Ons nonyveHvs nHopmauyum, 4to CMC:

a) COOTBETCTBYET:

1) cobecTBeHHbIM TpeboBaHuaM opraHnsaumm k ee CMC;
2) TpeboBaHMAM HACTOSALLErO CTaHOApTa;

b) pesynsTaTMBHO BHEApPEHA U NOOAEPXKMBAETCA B paboyem COCTOAHUU.

9.2.2 OpraHusauus O0MmKHa:

a) nnaHupoBaTb, paspabaTbiBaTb, peanu3oBbIBaTb W MNOAOEPKUBATbL B aKTyalbHOM COCTOSHWUA
nporpaMmy(bl) ayanuToB, BKNKOYas NepMOOUYHOCTE, METOALI MPOBEAEHMSA ayAUTOB, OTBETCTBEHHOCTb, Tpebo-
BaHWS K MNaHWPOBaHWIO M NPeAoCTaBleHNe OTYETHOCTMU C YHETOM:

1) BaXXHOCTM NPOBEPAEMbIX NPOLIECCOB;
2) N3MEHEHUWI, 0KAa3bIBaOLLMX BIIUSHWE HA OpraHn3aumio;
3) pesynbratoB NpeabioyLuX ayquToB;

b) onpenensATs KpUTEPUM ayauTa M 0bnacTb ANA Kaxaoro ayaura;

c) oTbupaTe ayaouTOpOBR M MPOBOAWTL ayauThl Tak, yTobbl obecneunBaTe 0OBLEKTUBHOCTL W Becnpu-
CTpPacTHOCTL MpoLecca ayauTa;

d) obecneunBaTh Nepefadvy MHOPMaLUKM O pesynsTaTtax ayauTOB COOTBETCTBYHOLLUM PYKOBOAUTENSM,

€) COXpaHATb JOKYMEHTMPOBAHHY MHOPMAaLMIO KaK CBUAETENbCTBO peannsauuu nporpaMmm(bl) ayou-
TOB 1 pe3ynbLTaToB ayanToB.

MpumevyaHue —CO 19011 npegocTaBnAeT pyKOBOACTBO MO ayauTy CUCTEM MEHEIKMEHTA.

9.3 AHanu3 co CTOpPOHbLI PYKOBOACTBA

Bhuicliee pykoBOACTBO OOMKHO aHaNM3MpOBaThL 4Yepel3 3anfaHMpoBaHHLbIE MHTepBansl BpemeHun CMC
1 CepBUCHI OpraHu3auunn B Lensax obecneyeHns Ux NOCTOAHHOW NPUrO4HOCTU, aleKBATHOCTU WM pe3yrnLTaTuB-
HOCTMW.
AHanna co CTOpOHLI PYKOBOACTBA AOMKEH BKIOYaTL B ceba paccMoTpeHue:
a) cratyca AeACTBUIA No pe3ynbraram NpeabiayLinX aHann3oB CO CTOPOHbI PYKOBOACTBA,;
b) n3meHeHWn BO BHELLHUX M BHYTPEHHUX hakTopax, kacatowmuxcs CMC;
c) uHdpopMaumM O pesynbratax AeAaTenbHOCTM U pesynbsratuBHocT CMC, Bknwyasa TeHOeHUMKU, OTHO-
cAlnecs K:
1) HECOOTBETCTBUAM U KOPPEKTUPYHOLLUM AEACTBUAM;
2) pesynsTataM MOHUTOPUWHIE U U3MEPEHUN;
3) pesynsTatam ayguToB;
d) BO3MOXHOCTAM AN NOCTOAHHOIO YNyYLLIEHUS;
e) obpaTHon cBsA3M OT NoTpebuTenen n Apyrux 3aMHTEPECOBaHHbIX CTOPOH;
f) COOTBETCTBMIO M NPUrOOHOCTN NOMUTUKN MEHEIKMEHTA CEPBUCOB U APYIUX NONUTUK, TpebyemMbiMm co-
rmacHo HacTosleMy cTaHaapTy;
g) CTeNeHn JOCTKEHUA Lenen B obnactm meHegXMeHTa CEpBUCOB;
h) pesynsratam AesTenbHOCTU CEPBUCOB;
i) peaynsratam OeATenbHOCTU APYTMX CTOPOH, Y4acTBYHOLWMX B NPeaoCTaBNeHUA CEPBUCOB;
j) TEKYLLMM 1 NPOrHO3UPYEMbIM YPOBHAM YEINOBEYECKUX, TEXHUYECKWUX, NHPOPMALIMOHHbIX U (PUHAHCO-
BbIX PECYPCOB, a Takke BO3MOXHOCTAM YENoBEe4YeCKMX U TEXHUYECKUX PeCypCoB;
k) peaynsratam OLEHKU PUCKOB M pe3ynkTaTUBHOCTY AEACTBUIA, NPeANnpPUHATLIX B OTHOLUEHUA PUCKOB U
BO3MOXHOCTEN;
1) 1ameHeHUsIM, KOTOpPbIE MOTYT OKa3biBaTk Bo3fencTBue Ha CMC u cepBuUChl.
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BbixogHble gaHHble aHanvsa co CTOPOHbI PYKOBOACTBaA OOIMKHbI BKITKOYaThL B cebs peweHnsa, OTHOCALLN-
€CH K BOSMOXHOCTAM OnA NOCTOAHHOIO yny4weHua n nbbLIM HEOGXO,QMMbIM nameHeHnsm CMC un CepBUCOB.

OpFaHVI3aLI,MF| OOJKHa COXpaHATb JOKYMEHTUPOBaHHYHO Mchopmau,mo KaK CBUOETENbCTBO pe3ynbraTtoB
aHanumaoB CO CTOPOHbI pyKOBOACTBA.

9.4 OT4YyeTHOCTL MO CepBUCaAM

OpransauMH OOIKHa onpeneniTtb TpeGOBaHMH K OTHETHOCTM U ee Uuelnb.

OTtueTbl No pe3ynbratam AeATEeNIbHOCTU U pe3ynbTaTUBHOCTH CMC u CepBMCOB AOIMKHbI COCTaBNATbLCA
C ucnomnb3oBaHMEM MHCDODMELIMM, OCHOBaHHOW Ha OeATenbHOCTH CMCn npegoctaeneHnn CepBuCcOB. OTyert-
HOCTb MO cepBUCaM OOIMKHa BKIHOYaTb B cebs VIHCbOpMaLlHI-O O TeHOgeHUnAXx.

OpFaHVI3aUMF| OOIKHa NMpUHUMaTh pelleHnd N OCYLLECTBNATDb [eNcTBUS Ha OCHOBE CBUAETENbLCTB, npu-
BeleHHbIX B OT4YeTax Mo cepBucam. CornacoBaHHble OeNCTBUSA JOIMXKHLI ObITb poeeneHbl 0O cBedeHWA 3auH-
TepecoBaHHbIX CTOPOH.

M pumedYyaHune — Heobxoanmble oTYEThI YKa3aHbl B COOTBETCTBYHLUMX NMYHKTaxX HacToALLEero ctaHgapTa. Takke
MOryT BObITb NOArOTOBNEHBI JONONHUTENBHBIE OTYETHI.

10 YnydweHue

10.1 HecooTBeTCTBUA M KOppEeKTUpPYIOLUE OeACTBUSA

10.1.1 lpw nosiBNEHWUM HECOOTBETCTBUIA OpraHn3aUns OOMmKHa:
a) pearvpoBaTb Ha AaHHOE HECOOTBETCTBME WM, HACKOMBKO NPUMEHUMO:
1) NnpeanpyvHUMaTL AEACTBUS NO €ro yNpaBneHuo U KOppeKumu;
2) npeanpuHMMaTh 4eNCTBMSA B OTHOLUEHUN MOCNeaCTBMN,
b) oueHuBaTe HeoBxo0OUMOCTE AEWCTBUI NO YCTPAHEHUIO NMPUYKMH HECOOTBETCTBUSA, C TEM YTOOBI n3be-
aTb ero NOBTOPHOTO NOSIBMEHUS UMW NOSBMNEHUS B ApYyrOM MecTe NocpeacTBOM:
1) aHanu3a HecooTBETCTBUS;
2) onpepeneHnsa NpUYYMH HECOOTBETCTBUS;
3) onpeneneHvs HaMWYWS aHanoOrMYHOrO HECOOTBETCTBMS MMM BO3MOXHOCTWM €r0 BO3HWKHOBEHWSA
roe-nnbo eLue;
C) BbIMONHATL BCe HeOOXoAMMble AEACTBUS;
d) aHanu3npoBaTh pe3ynsTaTMBHOCTb KaXOoro NpeanpuHSTOro KOpPeKTUpPYLWEro 4enCTBUS;
e) Npy HeobxoAMMOCTU BHOCUTb M3meHeHnst B CMC.
KoppekTupylowme AeCTBMA OOMKHbLI COOTBETCTBOBATL NMOCMNEACTBUSM BbISBIIEHHBIX HECOOTBETCTBUIA.
10.1.2 OpraHv3auns 4OMKHA COXPaHATb JOKYMEHTUPOBAHHYH MH(OPMALMIO Kak CBUOETENbCTBO!
a) xapakTepa BbISiBMEeHHbIX HECOOTBETCTBMIA W BCEX NOCMEAYIOWNX NPeanpUHATEIX JeACTBUI;
b) peaynsraToR BCcex KOPPEKTUPYHLLUX AeACTBUA.

10.2 NocTosAHHOE yny4lleHue

OpraHu3auma JomxHa NOCTOSIHHO ynyyluaTh NPUrOAHOCTL, aAeKBaTHOCTb M pe3ynstaTueHoCTs CMC 1
CEepBUCOB.

OpraHu3auunsa OomkHa onpenennTb KPpUTEPUM OLIEHKM, KOTOpble HeoBXoaMMO NPUMEHATH K BO3MOXHO-
CTAM ANst YrydylleHus npu NPUHATUU pelleHnid 0B ux yTeepxaeHun. Kputepun oueHKM OOMKHbI BKAYaTh
cornacoBaHue ynyJlleHus ¢ LensMu MeHeaXMeHTa CEpBUCOB.

Bo3aMOXHOCTM Anst ynyYWweHUss OMmKHbl GbiTb AOKYMeEHTUpoBaHbl. OpraHusauusi SOMmKHAa YNpaenaTh
OEeATENbHOCTLIO, CBA3AHHON C YTBEPKOEHHBIMUW YIy4LLEHUAMK, KOTOpasl BKIOYAET:

a) ycTaHOBNEeHWe OAHOM MMM HECKOMbKWUX Lenein Ans ynydlleHus B Takmx obnactax, Kak kayecTBo, LeH-
HOCTb, CNOCOBOHOCTE, CTOMMOCTb, MPOU3BOAUTENBHOCTL, UCMONb30BaHNE PECYPCOB WU CHUXKEHWE YPOBHSA PUCKOB;

b) obecrneuyeHue onpegeneH1sa NPUOPUTETHOCTK, NMAHUPOBAHUS U BHEAPEHWA YIyYLUEHWIA;

c) BHeceHue uameHeHun B CMC, ecnu Heobxogmmo;

d) uamepeHue BHEOPEHHbIX yny4ylleHWin Ha COOTBETCTBME YCTAHOBMEHHbLIM LensM W OCyllecTBreHue
HeobX0AMMbIX 4EMCTBMIA B CNy4asix, KOraa Lenu He AOCTUrHYTbI;

€) NpPefoCTaBneHne OTYETHOCTM O BHEOAPEHHLIX YNYYLIEHUAX.

M pumMmevYyaHne — yJ'Iy‘-ILIJEHVIH MOTYT BKMKOYaTb OTBETHbIE WU MNPEBEHTUBHLIE OEeNCcTBKUA, Takne Kak KOppeKUuun,
KOppPeKTupyrLwune OencTens, npeagynpexaawuime LencTeus, MogepHKU3auma, MHHOBaUMA U peopraHu3auna.
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